Tacf  Systems  Integration 


“Syntegra  Handware” 


▲ 


10,000  users  - Distributed  Mainframes 


2,000  users  - Mainframe 


Order  Value 


200  users  - Unix/AS400  System 


20  users  - Server  System 


Order  Volume 
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Business  Requirements 
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Kevin  O’Brien  - Version  3 - February  1997 


Page  1 of  3 


Lines  of  Business 


Tao  Systems  Integration  Cube  (2) 


Kevin  O’Brien  - Version  3 - February  1997 


Page  2 of  3 


Southern  Africa 


Applications 
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Bespoke  Legacy  Integration 


Harry  Berry 

Customer  Solutions 


Kevin  O’Brien 

Business  Planning 


Project  Tao 


Terry  Carlin 


'iSteve  Holt 
Chalnnel  Management 


Robert  Walker 

Business  Development 


John  Primmer 

Business  Development 


Peter  Moldram 

Solution  Templates 


Paul  Kelly 

Business  Services 


Alison  Byrnand 

Business  Case& 
Partner  Relationships 


MARKET  RESEARCH  ACTION  PLAN 


INITIAL  MEETINGS;  Completed  by  6/3/97 

Objectives 

1)  Better  understand  every  business  aspect  of  the  propositions. 

2)  Ensure  all  members  of  the  Tao  team  and  Input  are  clear  and  agreed  on  exactly 
what  is  to  be  researched. 

3)  Evaluate  the  impact  of  any  changes/additions  on  timescales  and  cost  of 
research. 

4)  Information  gained  will  form  the  basis  for  a finalised  plan  to  be  presented  to 
Terry  Carlin  on  10/3/97. 

INITIAL  PRESENTATION  TO  TERRY  CARLIN;  Completed  by  10/3/97 

Objectives 

1)  Inform  TC  of  the  proposed  research  plan  to  confirm  we  are  going  in  the  right 
direction. 

2)  Evaluate  the  impact  of  any  changes/suggestions  he  makes. 

3)  Obtain  final  project  sign  off. 

PRESENTATION  OF  EARLY  ANALYSIS  & MARKET  RESEARCH 

DELIVERY  PLAN;  Completed  by  17/3/97. 

Objectives 

1)  Inform  Tao  team  of  findings  from  analysis  of  existing  information. 

(See  Input  brief  for  details  of  information  types) 

2)  Present  plan  that  outlines  how  the  primary  market  research  will  be  conducted 
and  delivered. 
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Facsimile  cover  sheet 


To 

Chris  Bourne 

From 

Rob  Bolton 

Company 

Input 

Business  Unit 

Date 

21/2/97 

Address  PP  337 

Anzani  House 
Trinity  Avenue 

Telephone 

01753530444 

Felixstowe 
Sufolk  IPl  1 8XB 

Facsimile 

01753577311 

Telephone 

0410094017 

Number  of  pages  i . . 

including  cover  sheet  I If- 

Facsimile 

01394673723 

Chris, 

Please  find  to  follow  the  briefing  information,  as  discussed. 
Yours  Sincerely 


Rob  Bolton 
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Tiilrphone  (01394) 

International  +44  1394 
Facsimile  (01394) 

International  +44  1394 


PP337 

Anzani  House 
Trinity  Avenue 
Felixstowe 
Suffolk 
TP  1 1 8XB 


21  February  1997 

Dear 

Thank  you  for  the  prompt  return  of  the  confidentiality  document.  As  discussed,  please 
find  attached  the  full  proposition  description  and  market  research  brief 

By  Wednesday  26  February,  we  require  a response  from  you  that  details  the  following; 

1)  Research  plan,  detailing  the  information  you  can  provide,  research  methods  and 
information  sources 

2)  Timescales  for  each  individual  piece  of  information. 

3)  Breakdown  analysis  of  the  costs. 

4)  Confirmation  of  your  ability  to  deliver  your  proposal  in  the  required  timescales 

Steve  Holt  and  myself  would  like  to  view  your  proposal  in  London  on  Wednesday.  1 
will  speak  to  you  on  Monday  to  finalise  the  arrangements. 

We  intend  to  evaluate  all  the  supplier  tenders  by  Friday  26  and  will  inform  you  of  the 
outcome  that  day. 

If  you  have  any  queries,  please  do  not  hesitate  to  contact  me. 

Yours  Sincerely 


Rob  Bolton 

Tao  Marketing  Manager 


Ajizaui  House,  Trinity  Avcmic,  FKT  JXSTOWE.  Sulfolk  IFU  8XH 

irr  M an  ISO  (MK)1  Koiliatrml  Cumlmtiy 
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Document  001 


COMMERCIAL  IN  CONFIDENCE 
Marketing  Propo«ition 


Proposition  1 - Full  Business  Integration 

BT  has  recently  completed  an  internal  systems  integration  development  which  has  invoked  the 
implementation  of  customer  centric  appUcations  to  improve  Customer  Scn-ice  operaUons  and  reduce 

cost. 

These  developments  hnvc  been  dnven  by  n number  of  teehnuloeics  vvhieh  wo  believe 
changing  the  way  corpuratcons  will  approach  their  enterprise  solutions  and  evolution  of  dismbutcd 
applications.  We  therefore  beheve  there  is  a global  market  for  BT  ^ provide  generic  business 
solutions.  The  project  codename  designated  to  this  opportunity  is  ‘ Project  TAO 

Bach  solution  is  defined  by  a reuseablc  template,  which  can  be  tailored  to  meet  individual  customer 
requirements. 


Driver  technologies: 


The  solutions  market  is  being  driven  by  changes  in  technology; 


• Customer  centric  applications 

. New  client/scrvcr  applications  front  ending  cither  legacy  data  systems  and/or  legacy  transaction 
systems 

• Thin  Client  and  NC  technology 

• Java  applications 

• Corporate  Intranets 

• Inter  company  Extranets 

• Integrated  Call  Management  Centre  Applications 
Business  Problems  to  be  Solved 

• The  relatively  low  level  of  productivity  and  high  cost  structure  of  IT 

• Data  and  legacy  applications  cannot  be  replaced  rapidly 

. Need  cheaper  more  flexible  methods  of  adding  functional  value  to  legacy  applications,  without  the 
need  for  on  going  develop  to  those  systems 

• Poor  information  flows  within  organisation 

• Business  processes  cannot  be  changed  quickly  (when  wholesale  changes  to  legacy  systems  are 

necessary)  • w u 

• Poor  communications  with  customers  and  suppliers.  Cost  of  contact  with  these  parties  is  high. 

• Existing  call  centres  are  expensive  and  do  not  maximise  the  customer  services  function. 

• Mobile  workers  arc  costly  and  difficult  to  schedule  and  monitor. 

More  Background 

Working  with  partners,  BT  will  deliver  packaged  solutions  to  address  all  or  if  required  some  of  the 
selected  problems  shown  above. 

Unlike  classic  systems  integration,  the  proposition  is  seeking  to  build  on  business  processes  and 
minimise  the  amount  of  new  software  It  will  do  this  by  preserving  as  much  legacy  system  as  possible, 
adding  layers  of  integration  to  data  and  transactions;  thin  client/server  network  and  software  to 
improve  business  performance. 
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Marketing  Proposition 

The  solutions  in  this  proposition  fit  midway  between  shrink  wrapped  systems  and  bespoke  systems 
integration. 

Optional  components  of  a template  are: 

• Business  analysis 

• Problem  defined  in  business  processes 

• integrated  design  which  preserves  as  far  as  possible  investment  in  existing  systems,  data  and 
software. 

• New  disuibuted  client  applications  using  Java  based  thm  clients,  (NC,  PC,  MAC)  and 
reusable  software  packages. 

• Seamless  client  applications  integrated  through  middleware  to  legacy. 

• Deployment  of  Intranet  technology  for  informational  and  transaction  processes. 

• Integrated  Call  Centres  applications 

• Mobile  worker  extensions 

• Integration  of  extended  enterprise  transactions  for  customers,  partners  and  suppliers,  (zero 
touch  working) 

Segmentation  and  Applications 
See  Tao  Segmentation  Cube 
Professional  Support  Services 

The  proposition  will  be  backed  up  with  the  following  optional  services 


• Consultancy 

• Training 

• 7*24  help  desk 

• Solution  maintenance  service  (Computers,  network,  call  centre,  software) 

Requirements 

There’s  plenty  of  data  to  underpin  the  market  for  NC,  Call  Centres,  Intranet  etc.  But  this  docs  not  help 
BT  understand  tlie  overall  market  for  a mid  range  system  integration  business. 

We  need  to  know  what  is  the  market  size  and  value  for  such  a business  in  UK,  EC,  Scandinavia,  Far 
East,  Japan  and  the  Americas  and  understand  the  size  and  type  of  company  to  be  addressed 

How  does  the  solution  break  down  by  sector,  value  and  region  into  application  types,  and  technology 
options 

What  is  the  demand  for  our  total  solution  proposition  and  partial  solution  requirements. 
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Marketing  Proposition 


Pronosition  2 - Cross  Industry  SME  Bw>inei»  Applications 

The  increased  competition  in  all  sectors  of  the  SME  market  means  that  cost  effectiveness  of  the 
business  provides  competitive  advantage.  The  high  purchase  and  life  costs  of  computer 
hardware/software,  together  with  the  trend  to  increase  processing  power  needed  to  run  new  expensive 
software  releases  has  created  a business  opportunity  for  BT. 

This  opportunity  entails  a network  centric  service  that  can  provide  SME’s  with  the  opportunity  to  pay 
for  the  use  of  business  applications  and  office  automation  (on  a subscription  basis)  by  down  loading 
java  enabled  applets  via  BT’s  extensive  network.  Additionally,  SME’s  could  take  delivery  of  a thin 
client  / server  based  solution,  where  the  customer  prefers  to  operate  tlie  end  to  end  service  themselves. 

Use  of  BT  internal  business  processes  and  systems  to  provide  billing,  ordering  and  call  centre 
capabilities  to  reduce  the  cost  of  internal  processes. 

The  new  services  offered  are  shrink-wrapped  business  applications/office  automation  which  can  be 
accessed  or  downloaded  via  BT’s  network  and  run  on  a java  enabled  thin  client  or  NC. 


Definition  of  SME  market  place 

• BT  number  of  lines  to  the  premises  (5  -50  lines) 

• £6m  revenue  / turnover 

• Number  of  employees  (10-1 00) 

• Not  directly  account  managed 

• Number  of  PCs  owned?  (10  - 100) 

Driver  technologies 

• Thin  Client  and  NC  technology 

• Java  applications 

• Growth  and  adoption  of  the  internet 

• Growth  & adoption  of  ISDN  / advanced  networks 

• Increasing  capability  of  peripheral  hardware 

Business  Problems  to  be  Solved 

• High  life  cost  of  PC  ownership  (Hardware  & Office  Automation  Software) 

• SME  business  systems  ‘Information  islands’ 

• Constant  race  to  upgrade  to  latest  releases  of  software 

• Constant  need  to  upgrade  hardware  to  cope  with  the  latest  releases  of  software 

• PC's  operate  m ‘Information  islands' 

No  information  flow  or  No  LAN  Capabilities  (Internet  access  & E-Mail) 

• High  purchase  cost  of  specialists  business  applicalions/so  ft  ware/hardware 

• No  customer  driver  databases  / information 

High  cost  of  internal  manual  processes.  E.g.  Billing,  order  handling. 

More  Background 

Working  with  partners,  BT  will  deliver  packaged  applications  to  address  all,  or  if  required  some  of  the 
selected  problems  shown  above 
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Marketing  Proposition 

The  profit  opportunities  for  BT  m this  market  are  as  fbllows:- 

• Rental  of  specialist  software/applications  to  the  SME  market 

• Increased  network  revenues 

• Increased  sale  of  BT  portfolio  products 

• Related  Services:- 

• Consultancy 

• Training 

• Maintenance  & Support 

• Data  Management  on  BT  server  farm 

• Developing  tools  to  enable  specialist  system  solutions,  tailored  to  the  needs  of  mdividual 

customers. 

Optional  components  of  a product  template 

• General  office  automation  software  download. 

Business  function  packages  available  on-linc:- 

• Accounting/Billing 

• Inventory  Management 

• Payroll 

• Employee  databasc/rccords 

• Distribution/Logistics 

• Information  retrieval 

• Call  centre  application 

• Customer  account  management 

Databasc/profile 

• Sales  Order  Capture 

• E-Mail,  LAN.  Net  Browser,  Web  Page 

• Workforce  Scheduling 

Dedicated  Support  Services 

• Business  analysis  / Consultancy 

• T raining 

• Data  Management 

• Helpdesk 

• Maintenance  & support 
Requirements 

BT  needs  to  understand  horizontal  market  for  the  business  applications/  packages  mentioned.  (Market 
Values  & Sizes,  Key  Players.)  This  should  be  done  by  individual  country;  EC,  Scandinavia, 
Singapore,  Australia,  Japan  & Korea. 

Identify  industry  “application/softwarc  clusters”  required  b>’  the  larger  end  of  the  market. 

Will  customers  buy  the  packaged  applicationsAemplates  and  at  what  pnee? 

Perception  of  centralised  data  management  services  - i.e.  no  control  or  flexibility 
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Middleware 

Integration 


Server 

Application 


terprise  Thin 
Distributed  App 


Client 
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TAO  Proposition  (SME) 


Commercial  In  Confidence 


Tao  Proposition  1:  Full  Integration  Model 

Router 


Thin  Client 
♦NC  ♦LAN 
♦PC 
♦MAC 


Application 

Server 


Router 


♦BT  Net 
♦BT  Internet 
♦Mobile 
♦KX 


BBS  Integration 


♦Hardware  Independence  ♦B'p  global  networking 
♦BT  Portfolio  Products  capability 


Commercial  In  Confidence 


♦Business  Analysis 
♦Process  Design 
♦Functional  Apps 
♦Tool  Kit 

♦Training  / Consult. 
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Tao  Proposition  2 (SME) 


Router 


Router 


Thin  Client 
♦NC  ♦LAN 
♦PC 
♦MAC 


♦BT  Net 
♦BT  Internet 
♦Mobile 
♦KX 


Database  / 

Application 

Server 


♦Hardware  Independence  ♦BT  global  networking 
♦BT  Portfolio  Products  capability 

Commercial  In  Confidence 


♦Subscription 
♦Training 
♦Maintenance 
♦Data  Management 
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Proposition  2 - Cross-Industry  SME  Business  Applications 

Telephone  Questionnaire  (Final  Draft) 


Introduction  / Pre-Qualification 

(Ask  for  the  Owner,  Proprietor,  Managing  Director,  Financial  Director) 

Good  moming/aftemoon.  This  is . I am  calling  on  behalf  of  Input,  a major 

international  IT  consultancy.  We  are  currently  carrying  out  a strategic  study  for  a major  service 
supplier,  who  is  trying  to  understand  customer  needs  in  order  to  evaluate  the  potential  demand  for  a 
possible  new  range  of  products  and  services  aimed  at  improving  business  efficiency  and  cost- 
effectiveness  in  small  and  medium-sized  businesses.  I will  be  happy  to  share  with  you,  at  the  end  of 
the  interview,  the  identity  of  the  supplier. 

I would  stress  that  this  is  not  a sales  calls  or  a prospecting  exercise  - our  client  is  merely  trying  to 
understand  customer  needs.  However,  if  you  are  interested  in  being  kept  informed  about  possible 
developments,  we  would  be  happy  to  arrange  this. 

I would  like  to  ask  you  a few  questions  about  the  day-to-day  operations  of  your  company;  this 
should  take  about  1 5-20  minutes.  (If  respondent  too  busy,  make  appointment  to  call  back  at  an 
arranged  time) . 

I should  like  to  start  by  clarifying  a few  details  about  the  company  and  your  role. 

Company/Respondent  Details 

Company  name:  

Location  (City  / Country):  

Line  of  business  / sector:  (specify  & tick  relevant  SIC  code) 


Agriculture/Tarming 

Manuring  / Food  / Textiles 
(excluding.  Petrochem  / Eng  / Hi-tech) 

Business  Services 

Media  / Advertising 

Construction 

Petrochemicals  / Engineering 

Financial  Services 

Professional  Services 

Health  / Education  / Social 

Retail 

Hi-tech 

Travel  / Transport 

Leisure  / Personal  Services 

Wholesale 

Other  (specify) 

Respondent’s  Job  Title:  

Department  / Division  

Telephone  no  (check  no  rung/ext.  correct)  

Number  of  employees  at  location:  (if  not  available,  tick  range  below) 

1 -9  ^ 

10-99  ^ 

100  - 499  ? 

500  & over  ^ 

(Inter\>iewer:  If  more  than  500  employees  at  location,  politely  terminate  interview) 
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Approx,  annual  turnover: 


(if  not  available,  use  range  below) 

less  than  £1,000,000  ' 

£1,000,001  - £5,000,000  'I 

£5,000,001  -£10,000,000  ^ 

£10,000,001  -£15,000,000  » 

£15,000,001  -£20,000,000  ^ 

£20,000,001  - £50,000,000  ^ 

£50,000,001  -£100,000,000  ^ 

more  than  £ 1 00,000,000  $ 


IT  Infrastructure 

I would  next  like  to  ask  a few  basic  questions  about  your  current  IT  infrastructure. 

Approx,  number  of  PC’s  at  site  : (if  not  available,  use  ranges  below  & avoid  DK) 

I - 5 

6-  10  

I I -20  

21-50  

51-100  

101  -200  

>200  

D/K 


Are  the  PC’s  interconnected  (ie.  networked)?  Yes  / No  / DK 

If  Yes,  how  many?:  or  % (if  number  not  available,  obtain  estimated  %) 

If  Yes,  is  this  via  a LAN  (Local  Area  Network)?  Yes  / No  / DK 

If  Yes,  is  this  via  an  Intranet?  Yes  / No  / DK 

Are  any  PCs  or  the  network  linked  to  the  Internet?  Yes  / No  / DK 

If  Yes,  how  many?:  or  % (if  number,  not  available,  obtain  estimated  %) 

Do  you  have  a central  computer,  ie.  centralised  data  processing?  Yes  / No  / DK 

Do  you  have  an  internal  dedicated  IT  or  Data  Processing  department?  Yes  / No  / DK 

Do  you  use  any  external  computer  bureau  or  remote  data  processing  services  Yes  / No  / DK 

What  is  the  approximate  annual  budget  for  PCs,  workstations,  associated  maintenance  and  software? 
(try  to  obtain  estimate)  : 


less  than  £5,000  1_ 

£5,  001 -£10,000  £ 

£10,  001  - £25,000  £ 

£25,  001  -£50,000  £ 

£50,  001  - £100,000  £ 

£100,  001  -£250,000  £_ 

£250,  001  - £5000,000  1 

£500,  001  - £1,000,000  £ 

more  than  £1,000,000  9_ 

Don’t  Know 
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Do  you  have  any  idea  how  this  is  split  between  hardware  and  software?  (Try  to  force  estimate) 

Hardware % Software % Don’t  Know 

If  answer  is  ‘Don’t  Know’,  ask: 

Is  that  because  it  is  difficult  to  keep  control  of?  Yes  / No 
If  answer  is  ‘Yes’,  ask: 

Why  do  you  think  that  is?  

(record  comments)  


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / DK 
Why  / why  not?  


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT?  (obtain,  job  title) 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where 
1 means  'strongly  disagree’’  and  6 means  'strongly  agree’. 

(Interviewer:  please  rotate  order  of  issues) 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s 
or  linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Thank  you.  Are  there  any  other  problem  areas  you  would  like  to  mention? 


Strongly 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagree 

4 

Disagre 

e 

5 

Strongly 

Disagre 

e 

6 
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Applications 

I’d  now  like  quickly  to  run  through  a short  list  of  tasks  or  processes  and  ask  4 brief  questions  about 
each.  The  questions  are: 

(a)  is  the  task/process  highly  relevant  to  your  business? 

(b)  does  it  present  a problem  in  terms  of  unit  transaction  cost  or  time? 

(c)  is  it  handled  by  computer  (as  opposed  to  manually)? 

(d)  is  it  done  externally? 

(Inten’iewer:  rotate  order  of  list) 


• Self-assessment  for  taxation 

• Credit  vetting 

• Financial  accounting  / bookkeeping 

• Bank  transactions 

• Purchase  ordering 

• Payroll 

• Timesheet  & Expenses  handling 

• Invoicing 

• Debt  collection  / factoring 

• Promotional  pages  on  the  Internet 

• Order  fulfilment  / progress  chasing 

• Customer  call  handling 

• Sales  Order  processing 

(Interviewer:  prompt  for)-.  Other  tasks,  for  example:  inventory  management,  employee  records, 
distribution/logistics,  workforce  scheduling,  customer  account  management,  applications  with  high 
data  volumes?  (please  list  below) 


Attitudes  / Perceptions  / Issues 

Thinking  of  these  sorts  of  processes  and  applications.  I’d  like  you  now  to  imagine  a new  type  of 
service,  whereby  some  or  all  of  these  kinds  of  business  application  were  available  on  a different  kind 
of  basis. 

Imagine  a scenario  where  a mix  of  those  applications  you  require  could  be  provided  as  a package  on 
an  attractive  subscription  basis,  and  accessed  or  downloaded  via  a network  to  low-cost  network 
computers  or  PCs.  The  service  vendor  would  guarantee  to  manage  and  control  your  PC  hardware, 
software  and  any  internal  network;  upgrades,  version  control,  licensing  etc.  would  all  be 
automatically  taken  care  of  remotely. 

(Interviewer:  record  any  spontaneous  reaction)  : 


YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO / DK 

(a) 

Highly 

relevant 

(b) 

Presents  time  or 
cost  problem 

(c) 

Computerised 

(d) 

Done 

externally 

YES /NO 

YES /NO 

YES/NO/DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO / DK 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO  / DK 
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On  a scale  of  1 to  6,  where  1 denotes  'Would  Strongly  Consider  ’ and  6 denotes  ‘Extremely  Unlikely 
to  Consider’,  could  you  tell  me  whether  you  think  this  would  be  an  attractive  proposition  for  a 
company  such  as  yours;  (circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 

whether 

Unlikely  to 

Extremely 

Don ’t 

consider 

consider 

consider 

would 

consider 

Unlikely  to 

Know 

1 

2 

3 

consider 

4 

5 

consider 

6 

DK 

Alternatively,  if  such  a package  of  software  & hardware  products  were  available  for  you  to  operate 
yourselves  (rather  than  managed/downloaded  by  a S"**  party),  would  you:  (circle) 


Strongly 

Would 

Might 

Doubtful 

whether 

Unlikely  to 

Extremely 

Don  7 

consider 

Consider 

consider 

would 

consider 

Unlikely  to 

Know 

1 

2 

3 

consider 

4 

5 

consider 

6 

DK 

Similarly,  imagine  a range  of  business  services  including  billing,  invoice  production,  bill  collection, 
debt  collection,  purchase  ordering,  telesales  and  telemarketing  were  available  (either  individually  or 
as  a total  package)  from  an  external  provider,  allowing  you  to  improve  your  business  efficiency  and 
cashflow.  I’d  like  to  ask,  for  each  service  separately  and  then  for  a total  package,  whether  you 
would  be  likely  to  consider  such  a proposition:  (circle  Yes  or  No  as  appropriate) 


(a)  Billing 

Yes  / No 

(b)  Invoice  production 

Yes  / No 

(c)  Bill  collection 

Yes  / No 

(d)  Debt  collection 

Yes  / No 

(e)  Purchasing 

Yes  / No 

(f)  Telesales 

Yes /No 

(g)  Telemarketing 

Yes  / No 

Thinking  now  of  a package  consisting  of  most  or  all  of  these  services  - on  a scale  of  1 to  6,  where  1 
denotes  ‘Would  Strongly  Consider  ’ and  6 denotes  ‘Extremely  Unlikely  to  Consider  ’,  could  you  tell 
me  whether  you  think  this  would  be  an  attractive  proposition:  (circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 

whether 

Unlikely  to 

Extremely 

Don  7 

consider 

consider 

consider 

would 

consider 

Unlikely  to 

Know 

1 

2 

3 

consider 

4 

5 

consider 

6 

DK 

Turning  now  to  issues  of  confidentiality  and  security.  If  the  service  provider  could  guarantee  to 
hold  your  data  securely  (and  only  accessible  by  you),  would  you  ; (tick  as  appropriate) 

• be  happy  with  this  arrangement  

• only  reluctantly  consider  such  an  option  

• not  consider  any  option  where  you  did  not  physically  control  your  own  data  

(Inter\’iewer:  please  note  any  comments) 
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Finally  in  this  section,  if  such  a package  included  the  option  either  to  purchase  or  to  rent  the  required 
hardware  (eg.  PC’s),  which  would  you  be  likely  to  choose? 

Purchase  Rent 


Why? 


For  the  type  of  application  packages  we  have  discussed,  which  of  the  following  methods  of  payment 
would  be  most  attractive  to  you  : (Interviewer:  please  tick  one  only) 

• one-off  purchase  with  support  contract  

• payment  on  a ‘per  transaction’  basis  

• time-based  payment  

• fixed  monthly  subscription  

• fixed  quarterly  subscription  


Thinking  now  of  the  sort  of  company  which  might  supply  the  sorts  of  services  we  have  just 
discussed.  Imagine  that  you  are  in  the  market  for  such  services. 

On  a scale  of  1 to  6,  where  1 means  ‘‘absolutely  critical'  and  6 means  ‘‘totally  unimportant' , how 
influential  would  supplier  ‘brand  name’  be  in  any  purchasing  decision? 


Absolutely 

Totally 

critical 

unimportant 

1 

2 

3 

4 

5 

6 

I am  next  going  to  run  through  a short  list  of  types  of  supplier  and  would  like  your  reaction  to  the 
likelihood  of  considering  them  for  this  type  of  service.  Once  again,  this  is  on  a 1 -6  scale,  where  1 
means  ‘Would  Strongly  Consider’  and  6 means  'Would  Not  Consider  At  All’ : 


(Interviewer:  rotate  order  of  list) 

• a major  telecommunications  company 

• a major  IT  vendor  such  as  IBM 

• a bank  or  finance  house 

• an  Internet  service  provider 

• some  other  organisation  (please  specify)  : 


Strongly 

Conside 

r 

1 

2 

3 

4 

5 

Not 

consider 

6 
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Close 


Thank  you  for  your  time  and  valuable  input.  You  may  be  interested  to  know  that  the  company,  on 
behalf  of  which  we  are  conducting  this  research,  is  in  fact  British  Telecom. 

Record  reaction: 


Does  this  surprise  you?  Yes  / No 

If  Yes,  why  / If  No,  why  not : 


Would  you  consider  BT  to  be  the  type  of  company  capable  of  providing  the  sorts  of  services  we 
have  discussed  - on  a scale  of  1 to  6,  where  1 means  ‘totally  credible  ’ and  6 means  ‘no  credibility  ’ 


Totally 

Credible 

Reasonably 

Would  not 
have  thought 

Seriously 

No 

credible 

credible 

SO 

doubt  it 

credibility 

1 

2 

3 

4 

5 

6 

If  respondent  answers  4,5  or  6,  probe  for  reasons: 


Would  the  proposition  be  enhanced  if  BT  were  to  partner  with  any  of  the  following  types  of 
company?  : (Interviewer:  tick  as  appropriate,  with  mtdtiple  answers  permitted) 

• a major  IT  vendor  

• a high  street  bank  

• a major  finance  company  

• a factoring  company  

• other?  (specify) 

As  I said  at  the  beginning  of  our  conversation,  if  you  are  interested  in  being  kept  informed  by  BT 
about  the  development  of  a set  of  products  and  services  designed  to  alleviate  many  of  the  problems 
we  have  discussed  today  in  a cost-effective  manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 

Thank  you  again  for  your  help  and  every  success  in  your  business. 
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Proposition  1 - Larger  Companies  Business  Applications 
Interactive  questions  (deploying  handset)  (fifth  draft) 


Thank  you  Terry.  We’re  obviously  interested  to  hear(^o^audience](p^nior^^bout  some  of  the 
Csblution^resented  today  and  for  this  reason,  we’ve  supplied  you  with  ^arids^  In  case  you 
haven’t  beer(^fg^ualnte^ith  these  things  before,  we  thought  we’d  run  you  through  a couple  of 
(^lyplelfuestion^tol^^  get  the  hang  of  it. 


Before  we  do  that,  however,  what  I’d  like  you  to  do  first  - if  you’ve  not  already  done  so  - is  ensure  that  you’ve 
t noted  down  the  handset  numbeijon  the  front  page  of  the  questionnaire  in  front  of  you.  In  that  way  we  can 
(^rrelate^ouidiandset  responses  to  your  written  reij^nses'.'*  If  you  wouldn’t  mind,  I ‘d  also  like  you  to  fill  this 
form  in  at  the  end  of  this  interactive  session,  if  you  haven’t  already  done  so. 


First  of  all,  in  order  to  switch  the  handset  on.  could  you  pleasq^ess  button  “C^You  will  only  need  to  do  this 
once. 


The  first  question  is  an  easy  one  I hope..'  / wonder  if  yon  could  tell  me  whether  you  are  male  or  female. 
• Question  1:  Are  you  male  or  female? 


If  you  are  male,  press  one,  if \ ou  are  female,  press  two,  and  - for  those  that  don’t  know  - press  three. 


Supporting  information  on  screen:  For  Male  - press  I 

For  female  - press  2 
For  don 't  know  - press  3 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  two  of  you  haven’t  got  the  hang  of  your  gender! 
I’d  now  like  to  ask  a few  details  about  your  position  and  the  service  sector  that  you  operate  in. 


Question  2:  Which  of  the  following  descriptions  most  accurately  reflects  your  fiinctional  area: 


• Finance  - press  I 

• IT  - press  2 

• Customer  services  - press  3 

• Marketing  - press  4 

• Other  - press  5 


Commentary  on  data  - single  bar  chart  required  here. 


of  ujhal  hke . 

Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 


• Banking  and  finance  - press  I 

• Insurance  - press  2 

• Health  services  - press  3 
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• Police  Service  - press  4 ^ i i'  - 

• Government  - press  5 

• Public  utility  - press  6 

• Logistics/transportation  - press  7 

• Retail  - press  8 

<-  / > . 

. Other -press  9 I . 

^ ' 

■/Commentary  on  data  -^single  bar  chart  required  here,  [depending  on  sample  size] 
I’d  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today’s  presentations. 

Service  Management 


S^r^ce 
iV  / 

^ ^ CrC  rv^vvt-e  rc  ^ , 


Firstly,  let ’s  consider  the  drivers  affecting  your  business.  Today  we ’ve  talked  about  enhancing  customer 
service,  cutting  costs,  making  real  time  updates  - but  to  what  extent  do  you  think  you  need  to  employ  new 
technology  to  achieve  best  practice  in  some  of  these  areas? 


Please  respond  to  the  following  two  assertions  on  a scale  of  I to  6,  where  I = ‘Strongly  agree  ’ and  6 = ‘strongly 
disagree 


Question  4:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  ‘best  practice  ’ customer  service. 


• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - pres^4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


I 

^ . . iAd-t  hJl  I 

• • . ^ !>ie  (.e  it 


Question  5:  Increasingly,  in  my  business  sector,  state  of  the  art  IT  is  necessary  to  achieve  ‘best  practice  ’ 
cost  minimisation. 


• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 


Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - I’m  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  an  on-line  customer  service  capability  (like 
MCSS  for  example)  woidd  enhance  your  ability  to  meet  both  these  competing  objectives. 


Question  6:  Woidd  an  on-line  service  concept  like  BT’s  MCSS  enhance  your  ability  to  meet  the  competing 
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I 


objectives  of  reducing  costs  whilst  improving  sendee  levels? 


• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


Question  1:  Would  a service  concept  like  BT’s  MCSS  be  something  you  would  seriously  consider? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press^  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


If  response  is  broadly  positive  (1-3).  go  to  =>  Question  9< 

If  response  is  broadly  negative  (4-6),  go  to  =>  Question  8 below 


: Well,  you  seem  not  too  positive  to  the  idea  . although  there  are  a group  of  people  here  [point  to  chart]  who 
j are  (broadly  positive) [ undecided],  perhaps. 

i 

tf, 

I'm  sure  the  panel  would  find  it  interesting  to  know  the  reasons  for  your  caution...  So  I'm  going  to  probe 
these  issues  now. 

0f^estibnW  What  aspect  of  the  proposition  gives  you  most  cause  for  concern?  ( chose  one  answer  only) 

i 


• Confidentiality/  security  issues  - press  1 

• BT’s  inability  to  handle  our  IT  legacy  systems  - press  2 

• BT's  lack  of  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• Other  - press  4 


T C . , 


^owgo  t&  (flies tion  10 


Question  9:  What  priority  do  you  place  on  implementing  this  type  of  solution? 


• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 
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Knowledge  Management 

BT  to  define  Preamble  which  links  this  question  to  Terr>’’d[LESLP^se  study.  N.B.  insert  slide  in  presentation  which 
describes  Knowledge  Management  and  /or  itemises  Basic  Online^document  access  Key  Word  Searching  Retrieval  etc 
by  bullet  point.  Do  you  need  to  mention  need  for  customisation/system  integration  issues  here? 


??Corporate  knowledge  & information  is  one  of  a company’s  most  important  assets.  Competitive  advantage  in  the 
fhture  may  well  depend  on  the  appropriate  management  and  exploitation  of  this  resource.  However,  when  it  exists  in 
fragmented  and  unstructured  forms,  its  full  potential  cannot  be  realised  throughout  the  company  as  a whole.??  Still 
relevant?? 


Question  JO:  Which  of  the  following  information  retrieval  systems  do  you  think  is  most  appropriate  to  your 
organisation ’s  needs?  (choose  one  only) 

Note  to  audience:  these  are  in  escalating  order  of  complexity  and  cost: 

• Basic  Online  document  access  (user  must  know  in  what  document  the  information  is  held ) - press  I 

• Key  Word  Searching  Retrieval  (as  above  but  with  key  word  search  able  to  return  relevant  documents)  - press  2 

• Document  Summing  ( provides  fast  and  accurate  summaries  or  abstracts  of  text  information)  - press  3 

• Case  Based  Reasoning  (simulates  how  humans  perceive  the  world  and  works  out  problems)  - press  4 

Note  to  audience: 

A case-based  reasoning  system  uses  case  histories  to  facilitate,  for  example,  litigation,  medical  diagnosis,  criminal 
investigation  and  security  monitoring  and  uses  reasoning  systems  to  pro\  ide  human-like  decision-making. 

Consider  for  a moment  the  likelihood  that  your  organisation  may  wish  to  implement  or  upgrade  its  knowledge 
management  / decision  support  systems... 


Question  11:  If  a purchase  or  upgrade  of  your  decision  support  systems  were  likely.  Which  of  the  following  would  be 
the  most  important  priority  area  by  function: 


t/ vf 


Help  Desk  support  - press  1 
Human  Resource  planning  - press  2 
Operational  Decision  Support  - press  3 
Cross  Company  information  sharing  - press  4 
No  intention  to  implement  or  upgrade  a knowledge  management  system  - press  5 


If  response  is  positive  (1-4),  go  to  =>  Question  13 
ff^esponse  is  negative  (5f  go  to  =>  Question  12  below 

Question  12:  Would  you  consider  using  BT  to  implement  or  upgrade  a knowledge  management  system,  and 
if  not,  what  is  the  primary  reason? 

• Yes.  we  would  consider  using  BT  - press  1 

• No.  our  organisation  does  not  need  this  type  of  facility  - press  2 

• No,  BT  lacks  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• No,  our  organisation  already  has  proficient  knowledge  management  systems  - press  4 

• No.  the  anticipated  costs  would  outweigh  the  benefits  - press  5 
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■Now  go  to  question  15 


Question  J3:  What  priority  do  you  place  on  implementing  this  type  of  solution? 


• High  - need  to  implement  within  6 months  - press  1 

• Medium  - need  to  implement  in  6 to  12  months  - press  2 

• Low  - consider  implementing  at  a future  date  - press  3 

• Unlikely  to  implement  any  of  the  knowledge  management  tools  discussed.  - press  4 <T- 


if  ' 


Question  14:  What  would  be  your  preferred  choice  of payment  for  this  sort  of  system? 


• A fixed  price  for  a combination  of  harchvare,  software  and  implementation  sendees  - press  1 

• lease  / license  - press  2 

• The  work  would  he  conducted  in-house  - press  3 


E-Commerce 


V 


A recent  market  survey  suggested  that  only  10%  of  companies  had  the  transactional  capability  of  on-line  ordering 
facilities  for  their  products  and  services. 


I 


Question  15:  If  you  have,  or  plan  to  have  a Web  site,  does  it  or  will  it  comprise: 

• Content  only  - press  1 ^ J 

• On-line  ordering  for  submission  of  order  only  - press  2 

• On-line  ordering  for  submission  of  order  and  credit  card  payment  - press  3 

• On-line  ordering  including  submission  and  order  tracking  - press  4 

• On-line  ordering  for  submission,  tracking  and  credit  card  payment  - press  5 

• My  organisation  has  no  intention  to  ha\’e  a Web  site  - press  6 


Ouestion  16.  Ifvou  have  a transactional  capabilitv  or  are  planning  to  ha\’e  one,  in  which  area  of  e-commerce  does  it 

^ fall? 


• Catalogue  of  fixed  goods  e.g.  consumer  goods  - press  1 

• Business  information  sendees  e.g.  business  reports,  on-line  data  - press  2 

• ~SStfrpftx^ecific.atwa-ergr  tVmber  Trddmg~'-pxess-3~ 

• Commodities  trading  e.-grdimberr-steeh  vommodUiex  - press  4 

irxAlW^J  li'  A ft  ^ . jr  . 

• Complex  delivery  e.g^-via-gfobal-shfpping  - press  5 


• Financial  sendees  e.g.  insurance,  loans,  taxation  - press  6 

• Intranet  sendees  e.g.  expenses,  consumables  tracking  - press  7 

• None  of  the  above  - press  8 
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Question  17:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 

Please  respond  to  the  following  assertions  on  a scale  of  I to  6,  where  I = 'Strongly  agree  ’ and  6 = ‘strongly 
disagree 

Question  18:  Introducing  e-commerce  between  my  company  and  its  customers  will  benefit  our  market  share 
significantly. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  3 

• Strongly  disagree  - press  6 

Question  1 9:  Introducing  e-commerce  between  my  company  and  its  customers  will  lead  to  significant  cost  reduction. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  20:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  improve  cu.stomer 
sen’ice. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 
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Question  21:  Introducing  e-connnerce  between  my  company  and  its  customers  will  significantly  improve  customer 
loyalty. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  22:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  reduce  our  time  to 
market. 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  23:  Introducing  e-commerce  betH’een  my  company  and  its  customers  will  provide  a significant  new  revenue 
channel. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

And  finally,  a few  questions  which  might  be  of particular  interest  to  Sun  and  Oracle... 

Question  24:  By  the  year  2000,  do  you  agree  that  in  your  company,  purchases  of  network  computers  will  he  greater 
than  those  for  PCs? 

• Yes  - press  I 

• No  - press  2 

• About  equal  - press  3 

• Don ’t  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 
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Question  25:  In  future,  do  you  agree  that  an  increasing  amount  of  mission  critical  business  will  he  handled  over  the 
Internet  and  corporate  Intranets? 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Commentary  on  data 

Thank  you  everyone  for  taking  part  in  this  exercise  - We  hope  you’ve  found  it  entertaining  and  informative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  you  and  please  give  us  some  feedback  on  today’s  event, 

Paul,  back  to  you. 
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Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  wirmer  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  I ' ; 


Company/Respondent  Details 

Your  Name;  Mr/Mi's/Ms 


A-  j-n 


. '2.  ■■ 


Company  name: 

Lt 

D ■ I-'  - ' C.'W  , - ^ < 

Location  (City  / Country): 

y : 1.  , t V.  vi  ' 

Telephone  no 

I 

■ “*  ■ V 

Number  of  employees  on  site  at  your  location  please  tick  one  box  : 

/ 

□ 

1-99 

•2- 

□ 

100-  199 

3 

□ 

200  - 499 

□ 

500  + 

Approx,  annual  turnover  please  tick  one  box: 

1 

□ 

less  than  £10  million 

frc  he k 

1 

□ 

£10,000,001  - £15  million 

5 

□ 

£15,000,001  - £20  million 

h 

□ 

£20,000,001  - £50  million 

S’ 

□ 

£50,000,001  -£100  million 

□ 

more  than  £100  million 

7^ 

Is  IT  mission-critical  to  your  business?  I 


Hei'/ 

AjO  2 

b/k.  -3 


Yes  / NoV'^ohY  feow 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / Dor.’t  Know 
Why/why  not 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT?  -i—  ^ 

N>C' > ■■  ''  * 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ ^ 
□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

; r. 

Hardware  ' % : Software  & Services  Q % ^ 

Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


‘strongly  disagree’’  and  6 means  ‘strongly  agree’. 

/ 

2. 

3 

r 

C 

Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

,|5Kct>s/at>|  • Systems  administration  (eg.  interlinking  PC’s  or 

linking  them  into  existing  systems)? 

I • Different  business  applications  not  integrated, 
^ causing  separate  ‘islands’  of  information? 

* Ensuring  standardised  versions  of  software  and 
' managing  provision  of  upgrades  and  fixes? 

Are  there  any  other  problem  areas  you  would  like  to  mention? 

f f Crh  ) 


Does  your  organisation  have  a significant  mobile  workforce  ? 


f 

Yes  Q 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation ’s  mobile 
work  force?  (please  tick  one) 


• On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

• On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

• The  ability  to  optimise  field  resources  thorough 
job  scheduling 


/ ^ 3 ^ ST  6 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

- JVhat  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


*7T  (vif  li  'n-i 


/ 

2 

3 

High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b) ] 

a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license 


□ / 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 


be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  Q 

Did  you  find  today’s  seminar  informative?  Yes  □ 


No  ID^ 
No  □ 


Are  there  any  ways  it  could  have  been  improved? 

-JeesB, 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name: 

Company  name: 

Location  (City  / Country): 
Telephone  no 


Mr/Mrs/TVis 


i ni  r ^ 


^iZ/ 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 

1-99 

□ 

100-  199 

□ 

200  - 499 

□ 

500  + 

Approx,  annual  turnover  please  tick  one  box: 

less  than  £10  million 
|~1  £10,000,001  - £15  million 

[~|  £15,000,001  - £20  million 

1^  £20,000,001  - £50  million 

Q £50,000,001  - £100  million 

□ more  than  £100  million 


/ a 

Is  IT  mission-critical  to  your  business?  Yes(/  No  / Don’t  Know 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made^  Yes  / No  / Don’t  Know 
Why/why  not 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 




What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for 
"strongly  disagree'  and  6 means  "strongly  agree'. 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

, i/ 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LI  No  LJ 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 

a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services  Q 

b)  Lease  / license  O 


iht  Hi  H/t  H: 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 


be  happy  to  pass  your  name  to  BT.  (please  tick  ) 
Did  you  find  today’s  seminar  informative? 


Yes  □ No  □ 

Yes  □ No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


» 


I 
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INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

h3 

Your  Handset  Number  \ ' 


Company/Respondent  Details 

Your  Name: 

Company  name: 

Location  (City  / Country): 
Telephone  no 


Mr/]Vfas^4s 


OO  U3 

Ac*^j)crVgS^ 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


Approx,  annual  turnover  please  tick  one  box: 


[~|  less  than  £10  million 

□ £10,000,001  - £15  million 

£15,000,001  - £20  million 
r~j  £20,000,001  - £50  million 

Q £50,000,001  - £100  million 

more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


/No/ 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  J^s  / No  / 
Why/why  not 


Don’t  Know 
Don’t  Know 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  _%  : Software  & Services  _3o_% 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
'strongly  disagree'  and  6 means  'strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

y 

y 

y 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? 


No 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

/ 

y 

I 

s 
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Whal  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  mpnths 

Unlikely  to 
implement 

y 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 


b)  Lease  / license 


□ 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  No  Q 

Did  you  find  today’s  seminar  informative?  Yes  Q No  Q 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name:  Mr/lVIk's/P/Is 

Companv  name: 

THlC  CC- 

Location  (Citv'  / Country); 

C '4  a iy  WhJi/i  h A C A t?  r A 

Telephone  no 

u/n  i-a  57,)7 

Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

1^  100-199 

Q 200  - 499 
1^  500  + 


Approx,  annual  turnover  please  tick  one  box; 


Q less  than  £10  million 
Q £10,000,001  - £15  million 

[~|  £15,000,001  - £20  million 

|~|  £20,000,001  - £50  million 

pj  £50,000,001  - £100  million 

r~|  more  than  £100  million 


Yes  ^ No  / Don’t  Know 


Is  IT  mission-critical  to  your  business? 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  (Ye^  No  / Don’t  Know 
Why/why  not 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 

□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  % : Software  & Services  iL.  % 

Which  of  the  following  IT  issues  pose  a problem  for 
^strongly  disagree'  and  6 means  strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

k? 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  U No  U 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation  5 mobile 
work  force?  (please  tick  one) 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

X7 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 

> 

t, 


a 


4 


What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b) ] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  ^ 


***** 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  Q No.  □ 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

A / 

Your  Handset  Number 


Company/Respondent  Details 

Your  Name:  Mr/lMrSTMs 

■ Ffin  k enpn-iet 

Companv  name: 

i~  L^/  ^ 1 7~erb 

Location  (City  / Country): 

UJ  0 KiN 

Telephone  no 

on^  '77'? 

Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


1-99 

□ 

100-  199 

□ 

200  - 499 

□ 

500 

Approx,  annual  turnover  please  tick  one  box: 


less  than  £10  million 
r~|  £10,000,001  - £15  million 

Q £15,000,001  - £20  million 

Q £20,000,001  - £50  million 

Q £50,000,001  - £100  million 

□ more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


Yes)/ No 


Don’t  Know 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  /^N^/  Don’t  Know 
Why/why  not  ^ S.  


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  % ; Software  & Services  ^ % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
‘'strongly  disagree’’  and  6 means  ‘'strongly  agree'. 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

/ 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? 


No  □ 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

/ 

>/ 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

y 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 


b)  Lease  / license 


□ 


:|c  ^ ^ s|e 


If  you  are  interested  in  being  kept  informed  by 
designed  to  alleviate  many  of  the  problems  we 

be  happy  to  pass  your  name  to  BT.  (please  tick 

Did  you  find  today’s  seminar  informative? 


BT  about  the  development  of  a set  of  products  and  services 
have  discussed  today  in  a cost-^ective  manner,  then  we  will 

) Yes  No  □ 


Yes 

Yes 


a 


No 

No 


□ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  ^ ^ ^ 

Company/Respondent  Details 

Your  Name:  Mr/rjSrs/Ms_  

Company  name:  ■' 

Location  (City  / Country):  ^ ~ 

Telephone  no  c ^ 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

Q 100-199 
^ 200  - 499 

500  + 


Approx,  annual  turnover  please  tick  one  box: 

□ less  than  £10  million 

£10,000,001  - £15  million 
pj  £15,000,001  - £20  million 

Pj  £20,000,001  - £50  million 

Q-"  £50,000,001  - £100  million 

PI  more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


Yes  / N«  / E)e-.‘i^HCriow 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / NW  Dort’t  Know 
Why/whyn^ot  _ s TAfF  

*-  iMPjUy.  1— - 


% 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


/OciTjcuir 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 

□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  % : Software  & Services  7o  % 

Which  of  the  following  IT  issues  pose  a problem  for 

‘'strongly  disagree''  and  6 means  ‘strongly  agree'. 

• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• System.s  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 

Are  there  any  other  problem  areas  you  would  like  to 
Co*  ■ &■  1 ^ 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

y 

y 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LI  No  LI 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation  s mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

/ 

\/ 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

y 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  Q 


)|c  :|e  9(c  ste 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  □ No  □ 

Did  you  find  today’s  seminar  informative?  Yes  □ No  □ 

Are  there  any  ways  it  could  have  been  improved? 

, 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name:  Mr/IVfi^^fe 


Company  name; 

Location  (City  / Country);  S C?rsl  -^<!)  fs)~  1 

Telephone  no  0-93  ^ S 1 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


Approx,  annual  turnover  please  tick  one  box: 


□ 

less  than  £10  million 

□ 

£10,000,001  - £15  million 

□ 

£15,000,001  -£20  million 

□ 

£20,000,001  - £50  million 

□ 

£50,000,001  -£100  million 

^j/^ore  than  £100  million 

Is  IT  mission-critical  to  your  business? 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made? 
Why/why  not 


Yes  / Nn¥^5t5h’t-Kfl«vv 


• *-t 


' 'i 


1 


r. 


; 

■y 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 

£ Q f.  g < W O ^ ^ K 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

^ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  % : Software  & Services % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
"strongly  disagree'  and  6 means  "strongly  agree' . 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

l/ 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

/ 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 

1,^ 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes 


No  □ 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation ’s  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

J 


I 


What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)J 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 


b)  Lease  / license 


□ 


□ 


:<(  9|e  % ifc 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-elective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  No  □ 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  'wq  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  


Company/Respondent  Details 

Your  Name: 

Company  name; 

Location  (City  / Country): 
Telephone  no 


Mr/P4rs/Ms^ 

lNto^^lf\tiinA)  S ySTf./hrfu/()  Lll 

Swi/ziy  - mniS6\ 

0/f.n  


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 

1-99 

□ 

100-199 

e/ 

200  - 499 

□ 

500  + 

Approx,  annual  turnover  please  tick  one  box; 


|~|  less  than  £10  million 

[~|  £10,000,001  - £15  million 

[~~j  £15,000,001  - £20  million 

£20,000,001  - £50  million 

p~|  £50,000,001  - £100  million 

/ 

^ more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


Yes)/ No 


Don’t  Know 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  /(Don’t  Know 
Why/why  not  “ 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for 
^strongly  disagree'  and  6 means  ‘‘strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

u 

y 

y 

y 

y 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes 

If  yes.  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

0 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

i 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b) ] 
a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 


b)  Lease  / license 


□ 


:fc  :fc  :)c 

If  you  are  interested  in  being  kept  infoimed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes 

Did  you  find  today’s  seminar  informative?  Yes 


No  □ 
No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


\ So 


Company/Respondent  Details 

Your  Name:  CMr7Mrs/Ms 

Company  name;  

Location  (City  / Country):  

Telephone  no  


f26c\0\(sl  6- 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

Q 100-199 
Q 200  - 499 

□-'""500  + 


Approx,  annual  turnover  please  tick  one  box: 


□ 

less  than  £10  million 

□ 

£10,000,001  - £15  million 

□ 

£15,000,001  - £20  million 

□ 

£20,000,001  - £50  million 

□ 

£50,000,001  - £100  million 

y 

more  than  £100  million 

Is  IT  mission-critical  to  your  business? 


Yes  y No/ 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes 
Why/why  not 


Don’t  Know 
Don’t  Know 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for 
^strongly  disagree'  and  6 means  ^strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 

Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

G 

7 

\ 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? 


No  □ 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

e 

3 

fVhat  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


□ 


9te  sfe  )(c 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  □r  No  □ 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’ wq  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

U ' 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name: 


Mr/Mrs/Ms 


Company  name: 

Location  (City  / Country): 
Telephone  no 


O'l+T  1 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

Q 100-199 
Q 200  - 499 
Q 500  + 


Approx,  annual  turnover  please  tick  one  box: 


□ less  than  £10  million 
[~|  £10,000,001  - £15  million 

£15,000,001  - £20  million 
Q £20,000,001  - £50  million 
£50,000,001  - £100  million 
[~|  more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


Yes  /iNo 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made  No 

Why/why  not 


/ Don’t  Know 
/ Don’t  Know 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

Q More  than  £20  million 

□ 

Between  £5  million  & £10  million 

Q Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  % : Software  & Services  % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
"strongly  disagree'  and  6 means  "strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

V 

V 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

K 

K 

s 


What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

< 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b) J 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  Q 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manne^^hen  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick ) Yes  Q No  □ 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 


Are  there  any  ways  it  could  have  been 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


1 


! 

i 
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INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  t>  

Company/Respondent  Details 

Your  Name;  Mr/Mrs/Ms  It  t ec  L (£ 

Company  name:  

Location  (City  / Country):  L-  cj-t4  ~D  

Telephone  no  ■oiVt  ^ ~ S ■ 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


1-99 

□ 

100-  199 

□ 

200  - 499 

□ 

500  + 

Approx,  annual  turnover  please  tick  one  box; 


[~|  less  than  £10  million 

£10,000,001  - £15  million 
1^  £15,000,001  - £20  million 

£20,000,001  - £50  million 
Q £50,000,001  - £100  million 
more  than  £100  million 


Is  IT  mission-critical  to  your  business?  Yes  / N^-/-B«p.AK.'iqw 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / Don’t  Know 
Why/why  not 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 

^ ->c->v  1$^  ~r~g  —/  


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 

Less  than  £1  million 
Between  £1  million  & £5  million 
Between  £5  million  & £10  million 


□ 

□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  U-c.  % : Software  & Services 

Which  of  the  following  IT  issues  pose  a problem  for 
^strongly  disagree'  and  6 means  'strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

3 

4- 

c 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LI  No  U 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

• On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

• On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

y 

• The  ability  to  optimise  field  resources  thorough 
job  scheduling 
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What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

y 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  No  □ 

Did  you  find  today’s  seminar  informative?  Yes  13  No  3 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


C 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  'hq  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name: 

Company  name; 

Location  (City  / Country): 
Telephone  no 


Mr/Mrs/Ms 


n £ 


/VuA/  M^'K 


Pc'!  / ^ S 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 

1-99 

□ 

100-  199 

□ 

200  - 499 

'500  + 

Approx,  annual  turnover  please  tick  one  box: 


r~^  less  than  £10  million 

£10,000,001  - £15  million 
Q £15,000,001  - £20  million 

|~~j  £20,000,001  - £50  million 

Q £50,000,001  - £100  million 

more  than  £100  million 


Is  IT  mission-critical  to  your  business?  Yes  / 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  )fei  / 
Why/why  not 


No  / Don’t  Know 
No  / Don’t  Know 


Vh 


I 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


p~|  Between  £10  million  & £20  million 

More  than  £20  million 
|~~j  Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  % : Software  & Services~76  % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
'strongly  disagree'  and  6 means  'strongly  agree'. 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

• Hardware  maintenance? 

'7. 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

. 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

c 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

1 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 

Are  there  any  other  problem  areas  you  would  like  to  mention? 

T C7>\  !L.  C U/  ^ (■  i I' 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes.  .Li  No  LJ 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

r 
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What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system  ? [please  tick  a)  or  b)] 

a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  .O' 


:(c  :|c  :|c 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) 

Did  you  find  today’s  seminar  informative? 

Are  there  any  ways  it  could  have  been  improved? 


Yes-^Of  No  □ 

Yes^3^'  ^ 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details 

Your  Name: 

Company  name: 

Location  (City  / Country): 
Telephone  no 


Mr/Mrs/Ms 


ICLM  I 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 

100-  199 
Q 200  - 499 
Q 500  + 

Approx,  annual  turnover  please  tick  one  box: 


less  than  £10  million 
Q £10,000,001  - £15  million 

p~|  £15,000,001  - £20  million 

Q £20,000,001  - £50  million 

q ' £50,000,001  - £100  million 

n more  than  £100  million 


Is  IT  mission-critical  to  your  business?  Yes  / No-AEkmY  Know 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  /-Ne  /T>oiftTaiow 
Why/why  not  ^ 1 Ar--t  \ 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

□ 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  : Software  & Services"^  ^ % 

Which  of  the  following  IT  issues  pose  a problem  for 
' strongly  disagree’’  and  6 means  ^strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

u/ 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LJ  No  LJ 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

% 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 


□ 


b)  Lease  / license 


□ 


\ CT\< 


^0035 1 OKl 


9|m)C  s|c 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  Q No  □ 

Did  you  find  today’s  seminar  informative?  Yes  Q No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms G fvA  r/j) 

Company  name:  T. 

Location  (City  / Country):  ^Wt-fvj*Vca/ C I C cTTgX, 

Telephone  no  Cqc>307- 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ ’-99 

^ 100-199 

Q 200  - 499 
Q 500  + 


Approx,  annual  turnover  please  tick  one  box: 


[~|  less  than  £ 1 0 million 
pj  £10,000,001  - £15  million 
£15,000,001  - £20  million 
|~|  £20,000,001  - £50  million 

Q £50,000,001  - £100  million 

171''  more  than  £100  million 


Yes(7No 


Is  IT  mission-critical  to  your  business? 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?(Ye^  No  / 
Why/why  not 


Don’t  Know 
Don’t  Know 


I 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


t](znrTOi<^ 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  % : Software  & Services  T£_% 

Which  of  the  following  IT  issues  pose  a problem  for 
'strongly  disagree’’  and  6 means  'strongly  agree’. 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

y 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? 


No  □ 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

/ 

M'hal  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system  ? [please  tick  a)  or  b) ] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


□ 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  □ No  □ 

Did  you  find  today’s  seminar  informative?  Yes  □ No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


i 


•''it  ‘ 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  'wq  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

I ^ 

Your  Handset  Number  t ^ 


Company/Respondent  Details 

Your  Name: 

Company  name: 

Location  (City  / Country): 
Telephone  no 


Mr/Mrs/Ms  Li  / 

F 

i — 'Cjz-  f{c~ 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 

1-99 

□ 

100-  199 

□ 

200  - 499 

500  + 

Approx,  annual  turnover  please  tick  one  box: 


[~j  less  than  £10  million 

Q £10,000,001  - £15  million 

Q £15,000,001  - £20  million 

|~1  £20,000,001  - £50  million 

£50,000,001  - £100  million 
Q"'  more  than  £100  million 


Is  IT  mission-critical  to  your  business? 


No/ 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?(Y e^  No  / 
Why/why  not 


Don’t  Know 
Don’t  Know 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  2j0  % ; Software  & Services  ^ % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
'strongly  disagree'  and  6 means  'strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


i -ki/vJJ.,  r tKO—  . -<aj  f - 

^ — "T 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LI  No  LI 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


□ 


id  if.  in  if  if 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  □r  No  □ 

Did  you  find  today’s  seminar  informative?  Yes  □ No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


\;?3 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  ! ^ ^ 


Company/Respondent  Details 

Your  Name: 

Company  name: 

Location  (City  / Country): 
Telephone  no 


Mr/RfrS7Ms 

ajucc^M 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

Q 100-199 
Q 200  - 499 
Q'  500  + 


Approx,  annual  turnover  please  tick  one  box: 


□ 

less  than  £10  million 

□ 

£10,000,001  -£15  million 

□ 

£15,000,001  - £20  million 

□ 

£20,000,001  - £50  million 

□ 

£50,000,001  -£100  million 

more  than  £100  million 

Is  IT  mission-critical  to  your  business?  No 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No 
Why/wby  not 


/D©ft4-Know 

/Deft44Cnow 


Vho  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £10  million  & £20  million 

Between  £1  million  & £5  million 

□ 

More  than  £20  million 

□ 

Between  £5  million  & £10  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware  / ^ % ; Software  & Services  ^ ^ % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
'strongly  disagree'  and  6 means  'strongly  agree'. 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

\y 

1/ 

v/ 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LJ  No  La 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

M/a 

M/A 

t/ 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)J 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  C] 


9|e  sicfc 


If  you  are  interested  in  being  kept  informed  by 
designed  to  alleviate  many  of  the  problems  we 

be  happy  to  pass  your  name  to  BT.  (please  tick 

Did  you  find  today’s  seminar  informative? 


BT  about  the  development  of  a set  of  products  and  services 
have  discussed  today  in  a cost-effective  manner,  then  we  will 

) Yes  □ No 

Yes  No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 

Your  Handset  Number  ^ W \ 


Company/Respondent  Details 

Your  Name; 

Company  name; 

Location  (City  / Country); 
Telephone  no 


Mr/Rti^/RTs \\0 


QLoSAo  t-Ci 

C ’'oDA-o  ; 

Number  of  employees  on  site  at  your  location  please  tick  one  box  ; 


□ 1-99 

Q 100-199 
Q 200  - 499 
500  + 


Approx,  annual  turnover  please  tick  one  box; 


□ 

less  than  £10  million 

□ 

£10,000,001  -£15  million 

□ 

£15,000,001  -£20  million 

□ 

£20,000,001  - £50  million 

□ 

£50,000,001  -£100  million 

more  than  £100  million 

Is  IT  mission-critical  to  your  business? 


No/ 


Don’t  Know 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  l^c^l  Don’t  Know 
Why/why  not  "S6::Av^  ^ No  . x.  vT  y-rs  - 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 
tVy  - Cj^ ^ 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 

□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware  % : Software  & Services  _^S_% 

Which  of  the  following  IT  issues  pose  a problem  for 
''strongly  disagree’’  and  6 means  ‘‘strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


you?  Please  score  on  a scale  of  1 to  6,  where  1 means 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? Yes  LJ  No  U 

If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

• On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

• On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

• The  ability  to  optimise  field  resources  thorough 
job  scheduling 

What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 
6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)] 

a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


% :jc 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  CD  No  Q 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


f/ 


n-  * 
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INPUT 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality  ’ we  would  be  grateful  if 
you  could  spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 
All  the  handset  numbers  will  be  put  into  a draw  and  the  winner  will  receive  a set 
dinner  for  two  at  Claridges  Hotel. 


Your  Handset  Number 


Company/Respondent  Details  ^ 

Your  Name:  MrMi^sMT'  Cr:ri^>\re^ 

Company  name:  

Location  (City  / Country):  

Telephone  no  


HTT  Cc^<=r  Cl 

oat 


Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 

1-99 

□ 

100-  199 

□ 

200  - 499 

500  + 

Approx,  annual  turnover  please  tick  one  box: 


□ 

less  than  £10  million 

□ 

£10,000,001  - £15  million 

□ 

£15,000,001  - £20  million 

□ 

£20,000,001  -£50  million 

□ 

£50,000,001  - £100  million 

more  than  £100  million 

Is  IT  mission-critical  to  your  business? 


Yes  / No  / Doi 


ow 


Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  No  / Don’f"^ow 
Why/why  not  ^(_g.  , o/-  


r 


« 

✓ 


, I 


*‘V  I • 


\ f 


: T-s 


"a. 


' •.'■  ■-  .'  •.  '■  . . ■ ••■  ;-l  ''-u  . -v. 
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Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and 
services? 

Please  tick  one  box 


Less  than  £1  million 

Between  £1  million  & £5  million 

Between  £5  million  & £10  million 


□ 

□ 


Between  £10  million  & £20  million 
More  than  £20  million 
Don’t  Know 


□ 

□ 


And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 


Hardware  % : Software  & Services % 


Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
'strongly  disagree’’  and  6 means  'strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

mention? 


Does  your  organisation  have  a significant  mobile  workforce  ? 


Yes 


No  □ 


If  yes.  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of your  organisation 's  mobile 
work  force?  (please  tick  one) 


• On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

• On-line  sales  and  field  applications  eg.  ordering 
and  latest  customer  information 

• The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

y 

y 

V 


) 


i 

1 


j 


I 


What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

<6  months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)J 


a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  services 

b)  Lease  / license  □ 


9|C)|C)tC  34c 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will 

be  happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  Q No  Q 

Did  you  find  today’s  seminar  informative?  Yes  No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 
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Research  Pro  posal  to  Support 

BT’s  TAO  Propositions 


1.0  Background 

The  Tao  Marketing  Propoaiiions  represent  a reaili-million  pound  investment  for  BT  due  to  high 
grouol^  prospects.  The  propositions  may  represeni  the  flagship  products  for  BT  m the  commerda] 
sector. 

To  support  the  propositions.  BT  rotiuires  two  distinct  Bespoke  Research  Project  lo  be  undertaken. 

2.0  Market  Research  Requirements 

The  requirements  as  listed  arc: 

2 1 Proposition  One 

• To  evaluate  the  overall  market  for  3 raid-raitjje  system  iniegraiion  business 

• To  assess  the  market  size  in  the  UK.  EC.  Scandinavia,  Far  East.  Japan  and  tlte  Americas 

• To  understand  how  tlie  solution  breaks  down  by  sector,  value  and  region  into  apphcailon  types  and 
technology  options 

• To  size  tite  demand  for  tlic  BT  total  solution  proposition  and  partial  solution  niquiremenls. 

2.2  Proposition  Two 

• To  understand  the  horizontal  market  for  business  applications./packagcs  for  SME's  in  tJie  UK,  EC, 
Scandinavia.  Singapore,  Australia,  Japan  antt  Korea 

• To  Idemify  industry  "application/softivare  clusters”  required  by  the  larger  end  cf  the  market 

• To  establtslt  whether  customers  will  buy  the  jiackagcd  application  templates  and  at  w'hat  pries'’ 

• To  understand  the  perception  of  centralised  data  management  services  - i,e.  no  control  or 
flexibility. 

3.0  Sc6p^  Of  Study 


Given  that  large  customer  organisations  arc. structured  differently  to  smaller  business  operations 
INPUT  propo^  to  respond  to  the  two  markets  differently  Market  research  questionnaires  aimed  at 
large  organjsaucns  would  be  targeted  at  FT  Manjigers,  whilst  questionnaires  aimed  at  S.VtE's  would 
typically  be  targeted  at  proprietors  and  Maaigim?  Directors. 

Because  of  tlie  sliort  timescale  rNPUT  proposes  to  restrict  the  survey  to  the  following  countries 
Tliesc  CQuntncs  have  been  seleaed  after  consulu.uon  with  BT  staff  conneaed  with  the  project.  BT 
sees  “5%  of  revenues  for  tliese  products  coming  ftoin  Europe: 

• United  Kingdom 

• France 

• Germany 

• Netlierlands 

• Sweden 
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first^ee  coimlnes  were  selected  as  the  leading  economics  in  Europe  b>'  GDP,  die  latter  two 
tvcwusc  believes  they  are  well  recognised  as  early  adopters  for  the  technologies  in  question 
and  would  represent  a suitable  testing  ground  for  early  adoption  of  new  IT  technology . 

We  have  also  evaluated  our  capacity  to  analyse  v ertical  markets  witJuu  the  coostraints  of  Uie  revised 
research  budget  and  the  programnie  urac.  Given  the  relatively  small  sample  sizes  proposed  in  this 
research,  it  would  not  be  possible  to  provide  statically  valid  quanUtative  aoaJvsis,  as  Chris  Hams 
alluded  to  in  his  telephone  call  with  Stephen  Hal  (28.2  97)  However,  subject  to  further  discussion 
wtdi  BT,  we  proposa  to  provide  consulting  advice  as  to  the  degree  of  attractiveness  of  each  segment 
This  information  wall  be  based  on  INT'ET’s  understanding  of  die  IT  software  and  services  industrv 
and  denved  from  cNisting  research. 


4.0  Research  Methodologies 


The  .proposed  method  is; 


1.  Conduct  iritdligcm  analysis  of  existing  INPUT  data  relating  to  NC  uptake.  Helpdesk  service 
opportunities,  opponuniiies  in  Internet  and  luiranci  Application  Management  and  Intranet 
Integration  Services  appominitics.  This  will  identify  areas  requinng  further  research.  This 
informatidrt  tMju  in  the  rcpdriS  from  INPUT  research  programmes  including  Customer  Services. 
Imcrnei/  Intranet  and  Call  Centre  Management  (Outsourcing) 


« Produce  questionnaires  and  conduct  telephone  interviews  with  representatives  of  user 

organisations  in  the  countries  outlined  who  arc  knowledgeable  about  application  managfiment 
potenual  * 


3.  Analy^  data  from  interviews  including  niarl  et  shdng  and  forecasting,  culminating  in  provision  of 
exmeiusions  and  recommeodaiions 


4,  Produce  final  repon  and  presenurien  for  Board  Meeting  of  BT  Directors. 


5,0  Timescales 

The  timescale  for  Uii  projea  is  short  given  the  scope  of  research.  For  iliis  reason,  INPUT  will 
endeavour  to  use  fast  backing  research  tcclmiquixs  and  format  the  repon  in  a succina  style.  If  INPUT 

15  instructed  to  commence  work  on  Monday  3"'  March  1997,  delivery  can  be  achieved  bv  1 “ Mav 
1997. 


Stage 

Activity 

Time  span 

Completion  cate 

Stage  1 

‘^Initial  Analysis 

2 weeks 

17/3/97 

Stage  1 

'=»-Tclcphone  Interviewing 

3 weeks 

7/4/97 

Stage  3 

Analysis  and  review. 

3 weeks 

2S/4/97 

Each  stage  represents  a dear  milestone.  Hoxv'ovr  r INTUT  are  keen  to  involve  BT  sraff  on  a dailv  basis 
to  confirm  the  prajecl  is  progressing  salisfactonly  and  on  schedule. 


6.0  Fees 

Proposilian  One 

5 Countries,  30  intendews  per  country  £8,000 

Pruposilion  Two 

UK,  France,  Germany,  7?  interviews  per  country  £12,000 
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Netlierlands,  Sweden,  50  iiuemews  per  country  £6^000 

28  man  days  Of  cxmsullant  research  @ £S57  a <ify  £24,000 

Total  £50,000 

All  prices  exclusive  of  VAT  at  1 7.5%  . 

INPUT  undertakes  to  provide  the  appropriate  personnel  to  bring  the  projea(s)  in  on  time.  At  this 
stage  no  lead  contact  has  been  identified  but  wil)  be  drawn  from  INPUT  staff  including  Chris  Harris. 
James  Eibisch,  David  Parnell,  Andrew  Lowcock  or  Jamie  Snowdon. 


For  Custom  research,  INPUT’S  payment  terms  aie  50%  payinent  of  the  fee  at  the  outset  of  the  contract 
and  50%  on  completion  Work  cannot  commeni^e  until  initLaJ  payment  is  made  'Me  envisage  Utat 
nomtal  travel  and  business  c-xpenscs  svill  amount  to  no  more  titan  10%  of  contract  value. 
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7.0  Authorisation 

To  authorise  this  rest^ch  project  as  specLTied  above,  please  sign  and  return  a copry-  of  iliis  proposal  to 
INPUT  Ltd.  at  Cornwall  House,  55-77  Slough  High  Street,  Slough.  Berks  .M.1  IDZ,  United 
Kingdont- 


Autl^orisad  by: 

BT  (sign  Below)  INPUT  (sign  below) 


Signature 


Signature 


Name 


Name 


Title 


Tills 


Date 


Date 
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Neilieriands,  Sweden,  50  interviews  per  country  £6iOCHj 

28  man  days  of  consultant  research  @ £S57  a <iay  £24,000 

Total  £50,000 

Ali  prices  exclusive  of  VAT  at  17.5%. 

INPUT  undertakes  to  provide  the  appropriate  personnel  to  bring  the  projea(s)  in  on  time.  At  this 
stage  no  lead  contact  has  been  identified  but  will  be  drawn  from  INPUT  staff  includinfi  Chris  Harris. 
James  Eibisch,  David  Parnell,  Andrew  Lowcock  or  Jamie  Snowdon. 


For  custom  research,  INTLT’s  payment  terms  ate  50%  payment  of  the  fee  at  the  outset  of  the  contract 
and  50%  on  completion  Work  cannot  commensx  until  initial  payment  is  made  Wc  envisage  iJtat 
normal  travel  and  business  c.-spcnscs  will  amount  to  no  more  titan  10%  of  contract  value. 
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SEMINAR  QUESTIONS 


1 A rcccnl  market  5ftud\  suggested  that  only  10%  of  companies  had  tlie  transactional  capability  of  on 
line  ordering  capability  for  their  products  and  services.  If  you  have  a Web-site  docs  it  contain  : 

a)  content  only  (may  include  e-mail  capability) 

b)  an  online  ordering  capability  for  submission  of  order  only 

c)  an  online  ordering  capability  for  .submission  of  order  and  credit-card  payment 

c)  an  online  ordering  capability  that  includes  submission  and  order  tracking 

d)  an  online  ordering  capability  that  includes  submission,  tracking  and  credit-card  payment 

2 If  you  have  a transactional  capability  or  arc  planning  to  have  one  in  which  area  would  of  o- 
commerce  does  it  falP 


a)  catalogue  of  li.xcd  goods  e g consumer,  electrical,  supermarkets 

b)  information  services  e g bu.smc.ss  marketing  reports,  WEB  Search 

c)  complex  specification  e g umber  trading 

d)  complex  delivery  e g global  trade  shipping' 

e)  services  e g insurance,  loans,  taxation 

f)  traders  c.g.  timber,  steel,  commodities 

g)  intranet  services  c.g  expenses,  consumables  tracking 

T How  much  would  you  be  prepared  to  spend  on  such  a solution'’ 

a)  5-K)k 

b)  10-1 5k 

c)  15-20k 

d)  20-3()k 
c)  .i0-40k 
0 40-60k 

g)  60-80k 

h)  80- look 

1)  ^lOOk 

4 What  is  the  main  benefit  you  perceive  through  the  introduction  of  e-coinmerce  between  vour 
comp.any  and  its  customer.s7 

a)  increased  market  share 
^ b)  cost  reduction 

c)  improved  customer  service 

d)  improved  cusiomer  loyalty 
c)  additional  revenue  channel 

f)  technology  literate 

g)  improved  time  to  market 


> 


Proposition  1 - Larger  Companies  Business  Applications 

Interactive  questions  (deploying  handset)  (First  Draft)  ' 


Thank  you  Terry.  We’re  obviously  interested  to  hear  your  [audience]  opinions  about  a Java-tised  version  of 
Service  View,  and  for  this  reason,  we’ve  supplied  >ou  with  a handset.  In  case  \'ou  haven’t  been  acquainted 
with  these  things  before,  we  thouglit  we’d  am  you  through  a couple  of  sample  questions  to  let  you  get  the  hang 
of  it. 

Before  we  do  that,  however,  what  I’d  like  you  to  do  first  - if  you've  not  already  done  so  - is  ensure  that  you’ve 
noted  down  the  handset  number  on  the  front  page  of  the  questionnaire  in  front  of  you.  In  that  way  we  can 
correlate  your  handset  responses  to  ) our  written  responses.  If  you  wouldn’t  mind.  I ‘d  also  like  you  to  fill  this 
fonn  in  at  the  end  of  this  interactive  session. 

First  of  all,  in  order  to  switch  the  handset  on,  could  } ou  please  press  button  “C”.  You  w ill  only  need  to  do  this 
once. 

The  first  question  is  an  easy  one  1 hope..'  1 wonder  if  you  could  tell  me  whether  you  are  male  or  female. 

• Question  1:  Are  you  male  or  female? 

If  you  are  male,  press  one,  if  you  are  female,  press  tw  o,  and  - for  those  that  don’t  know  - press  three. 

Supporting  information  on  screen:  For  Male  -press  I 

For  female  - press  2 
For  don  7 know  - press  3 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  two  of  you  haven’t  got  the  hang  of  your  gender! 

But  just  to  make  sure  that  you  can  handle  a more  detailed  question,  1 w’ould  like  \ ou  to  answ'er  the  following: 

Supporting  information  on  screen: 

• Question  2:  What  was  your  main  mode  of  transport  to  get  to  today 's  seminar? 

By  rail  or  tube  - press  1 
By  Taxi  - press  2 
By  Car  - press  3 
By  some  other  means  - press  4 

Commentary  on  data.  I’d  now  like  to  ask  a few  details  about  your  position  and  the  serv'ice  sector  that  you 
operate  in. 

• Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your 

Finance  DircctTTr  - press  1 
IT  FFrectm  - press  2 
Customer  services  Director  - press  3 
Marketing  DirectW  - press  4 
Other  - press  5 
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Commentary  on  data  - single  bar  chart  required  here. 

• Question  4:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 


Banking  and  finance  - press  1 

//  ydfuMie  utility  - press  2 ^ ^ 

Logistics/transportation  - press  2 
Health  services  - press  4 
Police  Service  - press  5 
Retail  - press  6 

~'Prdftssional  serviecs~=-pi‘ess  -7 — 

Other  - press  8 

Commentary  on  data  - single  bar  chart  required  here,  [depending  on  sample  size] 


• Question  5:  What  is  your  organisation ’s  typical  external  IT  spend  per  annum  - including  hardware, 
software  and  services? 


Less  than  £1  million  - press  1 

Between  £1  million  and  £5  million  - press  2 

Between  £5  million  and  £10  million  - press  3 

Between  £10  million  and  £20  million  - press  4 

More  than  £20  million  - press  5 

Don  't  Know  - press  6 

Commentary  on  data 

• Question  6:  And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  dr  Services 
approximately? 

Hardware  30%  : Software  & SeiMces  70%  - press  1 
Hardware  40%  : SoftM>are  & Services  60'%  - press  2 
Hardware  50%  : Software  & Services  50%  - press  3 
Hardware  60%  : Software  & Sennces  40%  - press  4 
Hardware  70%  : Software  Services  30%  - press  5 
Other  - press  6 
Don  7 Know  - press  7 

Commentary  on  data 


I ’d  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today  s presentations,  h'irstly.  let ’s  con.sider 
the  drivers  affecting  your  business.  Today  we 've  talked  about  enhancing  customer  service,  cutting  costs, 
making  realtime  updates  - getting  more  out  of  your  IT  infrastructure  - hut  if  you  had  to  select  one  business 
pressure  which  you  perceive  to  he  paramount  to  your  business,  what  would  it  he? 


\ 


• Question  7:  Which  of  the  following  do  you  perceive  as  your  number  one  business  pressure? 


Meeting  or  exceeding  your  customers  ' service  level  expectations  - press! 
Enhancing  internal  and  external  communications  - press  2 
Reducing  the  costs  of  business  processes  - press  3 
Repositioning  your  business  to  keep  ahead  of  competition  - press  4 


Commentary  on  data  - three  bar  charts  required  here,  one  each  for  the  respective  Job  titles  (merge 
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atstomers  services  directors  with  marketing  directors).  Ascertain  if  there  is  a match  between  finance 
directors  opting  for  3.  Customer  Service  directors  opting  fori  etc. 

I'm  now  going  to  ask  you  whether  you  think  you  need  to  employ  new  technology  to  achieve  best  practice  in 
some  of  these  areas.  Please  respond  to  the  following  two  assertions  on  a scale  o f 1 to  6,  where  I = ‘Strongly 
agree  ’ and  6 = 'strongly  disagree 

J • Question  8:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  'best  practice  ’ customer  service. 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
, Strongly  disagree  - press  6 

I 

\J  • Question  9:  Increasingly,  in  service  industries,  state  of  the  art  IT  is  necessary  to  achieve  'best  practice  ’ 
cost  minimisation. 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  (Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - 7 'm  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  BT's  MCSEP  (Service  View)  would  enhance 
your  ability  to  meet  both  these  competing  objectives. 

Question  10:  Woidd  a service  concept  like  BT's  MCSEP  enhance  your  obiliiy  to  meet  the  competing  objectives  of 
reducing  costs  whilst  improving  sen’ice  levels? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

i 

I 

\j  Question  1 1:  Would  a service  concept  like  BT's  MCSEP  he  something  you  would  seriously  consider? 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

If  response  is  broadly  negative  (4-6),  go  to  =>  (Question  14 
If  response  is  broadly  positive  (1-3),  carry  on  below. 
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Well,  you  seem  (reasonably)  [very] positive  to  the  idea  (!)  [in  principle].  However,  some  of  you.,  not  so 
sure? 

What  1 would  like  to  do  now  is  ask  all  of  you  to  define  which  attributes  are  most  appealing,  and  also,  for 
those  of  you  with  some  reservations,  to  identify  why.  ^ ^ ^ j-yOV-M  ^ [fJbh 

First  the  positives:  4* 

v«  Question  12:  What  aspect  of  the  proposition  most  appeals? 

Rationalising  procedures,  therefore  saving  costs  - press  1 
Rationalising  procedures,  therefore  impro^■ing  customer  seiricc  - press  2 
Both  of  the  above  - press  3 
None  of  the  above  - press  4 

commentary'  on  data. 

And  now  I 'd  like  to  ask: 

• Question  12:  What  aspect  of  the  proposition  makes  it  most  relevant  to  your  business?  Because  your 
organisation  wants  to  ... 

Automate  its  call-handling  facilities  - press  I 
Automate  billing  procedures  - press  2 

Offer  customers  the  facility  of  on-line  changes  and  real  time  updates  - press  3 
Outsource  non-core  activities  - press  4 
All  of  the  above  - press  5 
None  of  the  above  - press  6 

commentary  on  data 

3|c  9|c  ]|e  ;jc  :)c  s|c 

positive 

1 now  want  to  focus  on  areas  where  some  of  you  may  have  a few  uncertainties  about  services  delivered  over 
an  Extranet... 


9{c  sf;  ^ ;|c  ^ 

negative 

Well,  you  seem  not  too  positive  to  the  idea  . although  there  are  a group  of  people  here  [point  to  chart]  who 
are  (broadly  positive)]  undecided],  perhaps. 

I'm  sure  the  panel  woidd  find  it  interesting  to  know  the  reasons  for  your  caution...  So  I'm  going  to  probe 
these  issues  now. 

sjc  }{e  3|( % 9)e 

On  a scale  of  one  to  six.  where  1 = “strongly  agree"  and  6 = “strongly  disagree" . please  give  your 
response  to  the  following  four  statements: 


/ JV\AUJL  ' 


• Question  14:  Because  in-house  staff  are  made  redundant.  1 am  deterred  from  using  externally  managed 
services  (outsourcing). 


Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


• Question  15:  Whilst  data  security  is  a concern.  1 am  confident  that  BT  can  handle  this  satisfactorily. 
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Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

• Question  1 6:  (Java  based)  [ Corha  complaint ] soft\\>are  tools  would  overcome  the  problem  of  accessing  data 
held  on  our  legacy  systems 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

• Question  1 7:  Assuming  you  were  definitely  in  the  market  for  this  kind  of  managed  service  - is  BT  the 
type  of  company  you  woidd  consider  as  a sendee  provider? 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


Instruction  to  GDE  - piece  results  from  last  four  cjuestions  on  one  screen. 

Cominentar>'  on  data  - question  to  audience;  perhaps  you  were  surprised  that  BT  would  want  to  become  im  oh  ed  in 
this  area  at  all?  Is  anyone  here  a Ser\  ice  View  user?  (dialogue  w ith  attendee). 

And  finally,  a few  questions  wdiich  might  he  of  particular  interest  to  Sun  and  Oracle.. 

• Question  18:  By  the  year  2000,  do  you  agree  that  in  your  company,  purcha.ses  of  network  computers  wilt  he 
greater  than  those  for  PCs? 

I'es  - press  I 
No  - press  2 
About  equal  - press  3 
Don 't  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 


• Question  19:  In  future,  do  you  agree  that  an  increasing  amount  of  mission  critical  hu.siness  will  he  handled  over 
the  Internet  and  corporate  iji^ranets? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 
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Commentary  on  data 


• Question  20:  Do  you  agree  that  the  servicing  costs  for  Network  Computers  will  he  appreciably  lower  than  those 
for  PCs? 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Thank  you  everyone  for  taking  part  in  this  exercise  - We  hope  you’\  e found  it  entertaining  and  inforniative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  you  and  please  give  us  some  feedback  on  today  ’s  event. 

Paul,  back  to  you. 
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Knowledge  Management 
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IS- 


01:  Corporate  knowledge  & information  is  one! of  a company’s  most  important  assets.  Competitive 
advantage  in  the  future  may  well  depend  on  the  appropriate  management  and  exploitation  of  this 
resource.  However,  when  it  exists  in  fragmentjed  and  unstructured  forms,  its  full  potential  cannot  be 
realised  throughout  the  company  as  a whole.  WUl  your  company  be  considering  implementing  a 
knowledge  management  / decision  support  system,  and  if  so  for  which  functional  area: 

-v-rvU.  h> 

No  intention  to  implement  a system 

• Help  Desk 

• Human  Resource 

• Operational  Decision  Support 
Cross  Company  information  system- 

02:  What  type  of  systems  will  you  he  considering 


a 


JWlcA 


Basic  Online  document  access 
Online  access  to  information  / reference  material  used  to  support  decisions.  In  this  case  the  user  is 
e.xpected  to  know  in  what  document  the  information  is  held 

lACill  iA^  ^4y\Jyry  (fj'  -fz?  t' 5 ^ lK-\ 

• Key  Word  Searching  Retrieval 


c 


c? 

# 


As  above  but  with  key  word  search  returning  relevant  documents 

O 

• Document  Summing 


) 


These  type  of  applications  provide  fast  and  accurate  abstracts  of  te.xt  information.  These  type  of  tools 
can  organise  information  into  a controllable  knowledge  asset  of  considerable  value. 

^ Profile  i^sed  Searching 

This  alTows  groups  of  people  with  similar  interests  to  share  information  over  the  Internet,  building  up 
a bpd^f  knowledge  through  mutual  contributions.  By  shifting  the  basis  of  knowledge  from 
iudividuaT^pertise  to  corporate  information,  such  products  reduce  dependence  on  personal 
expcrience.l^w  a user's  interests,  and  represent  them  in  a user's  profile; 

• Case  Based  Reasoning 

A case-based  reasoning  system  simulates  how  humans  perceive  the  world  and  work  out  problems 
When  applied  to  a particular  subject  (e.g.  litigation,  medical  diagnosis,  criminal  investigation, 
security'  monitoring,  instniction),  case  based  reasoning  systems  yield  human-like  decision-mtiking. 


03:  What  priority  do  you  place  on  implementing  this  type  of  solution 


Acute — need  to  impleiiieiUTVithin  3 iiiunths — 
High  - need  to  implement  months 

Medium  - need  to  implement  in  6 to  12  months 
Low  - consider  implementing  at  a future  date. 
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Q4:  Would  this  system  be:  , 'iL. 

• ^utriglrLpurghasa  — <!i.  ttjvv o ^ u_,  . 

• lease  / license  '' 

. DIY 
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Q4.  If  BT  could  develop  an  on-line  e-commerce  solution  would  you: 


\ 


■iAf. 

f'l/ 


Develop  in  house 
Use  tnisted  3rd  Part\’ 

Consider  BT 

Q5.  Rate  the  applications  in  order  of  importance  / willingness  to  purchase? 

'y 

MOBILE  WORKFORCE 

Mobile  workers  are  critical  to  the  success  of  any  organisation  they  are  part  of  The  way  they  are 
managed  and  the  tools  they  are  provided  with  are  fundamental  to  their  effectiveness.  With  this  in 
mind; 

My  company  is  planning  to  implement  on-line  mobile  applications  within  the  next  18  months  to 
improve  the  effectiveness  of  its  mobile  field  force 

strongly  agree 
agree 

somewhat  agree 
disagree 

strongly  disagree 

The  information  my  company’s  mobile  workforce  has  in  the  field  maximises  the  quality  of 
^contact  with  their  customers. 

Strongly  agree 
agree 

somewhat  agree 
disagree 

strongly  disagree 

3.  My  company  is  planning  a cost  rationalisation  of  its  mobile  workforce  in  the  next  18  months 


strongly  agree 
agree 

somewhat  agree 
disagree 

strongly  disagree  t?  ( ‘ i 


[/  Q4.  If  BT  could  offer  a solution  that  offered  r,ogi-e£factivp  jnh  crhpH^iMng  my  company  would  be 
interested 


strongly  agree 
agree 

somewhat  agree 
disagree 

strongly  disagree 
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Senicc^anagemcnt  . 

'Q4^  Customer  Service  can  be  defined  as  dealing  with  customer  ordering,  inventory  & enquiry, 
^'our  company  have  a dedicated  facility  to  provide  this  service?- 


Does 


Yes 

No 

Yes  but  needs  improvement 
Planning  to  implement  one 
Would  like  to  implement  one 


^VQ2.  If  you  have  purchased  or  are  intending  to  purchase  a system  that  provides  a set  of  sendee 


y(#vUi^  - 

Avt  . • 

cl 


capabilities,  would  you  consider  the  system  to  be: 


Bespoke  (Customised  to  individual  requirements  with  no  integration  into  other  systems. 
Bespoke  with  Integration. 

Packaged  or  off  the  shelve. 

Off  the  shelve  but  offered  in  module  format,  i.e.  made  up  of  separate  components. 


With  customers’  ever  increasing  e.xpectations  on  quality  of  service  balanced  against  the  internal 
pressures  of  reducing  operational  costs  of  providing  that  level  of  sendee.  What  value  would  you 
place  on  providing  your  customers  with  the  flexibility  to  interact  directly  with  your  company’s 
transaction  processing  or  information  systems. 

Excellent  - Added  Value. 

Can  see  the  cost  benefit. 

Can  be  used  as  a USP  / service  differentiator. 

Not  applicable  to  line  of  business. 

No  benefit. 

With  the  increasing  emphasis  placed  on  the  quality  of  service  as  a USP.  Are  you  satisfied  with 
the  current  level  of  senice  which  your  company  provides  to  its  customers? 

Yes 

No 


"A? 


3 E-Commcrce  S/1  ^ • /^  ) 

Ql.  How  many  of  you  are  considering  implementing  on-line  e-commerce  transactional  applications, 
either  on  the  Internet  or  as  part  of  a dial  up  Internet  solution? 

Q2.  What  percentage  of  your  business  revenue  would  you  expect  to  obtain  from  the  on-line  e- 
commerce  trading  environment  by  the  year  2000? 

a)  <10% 

b)  <50% 

c)  <75% 

Q3.  How  much  would  you  pay  for  an  on-line  e-commerce  solution? 


a)  <50K 

b)  <100K 

c)  <500K 


If  BT  could  offer  a solution  that  provided  field  staff  with  up-to-date,  on-line  information  to 
improve  quality  of  customer  contact,  my  compam  would  be  interested 


strongly  agree 
agree 

somewhat  agree 
disagree 

strongly  disagree 


\'ou  have  deployed  or  are  considering  deploying  mobile  application  solutions,  which 
teclmolog>'  have  you  chosen  or  would  you  choose 


Laptop  PC 
Laptop  NC 
Handheld  terminal 
A combination  of  above 
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FROM:  Chris  Harris  Contact 

SUBJECT:  fourth  draft  for  seminar  questionnaires  Other 

Dear  Rob 


Please  find  attached  the  fourth  draft  of  the  interactive  questions  for  the  forthcoming  seminar  and  the 
redraft  of  the  written  component.  I have  e-mailed  the  former  to  GDE,  with  the  proviso  that  question  17 
is  still  to  be  changed  by  yourselves. 

Other  outstanding  matters: 

• Whether  the  interactive  questions  can  be  split  into  an  AM  and  PM  slot. 

• The  terminology  on  the  preamble  to  Knowledge  management. 

• Any  material  you  have  on  the  content  of  the  other  presentations,  so  that  I may  forward  this  to  Paul 
Connolly. 

• How  many  questionnaires  are  required  to  be  printed. 

Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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Proposition  1 - Larger  Companies  Business  Applications 
Interactive  questions  (deploying  handset)  (fourth  draft) 


Thank  you  Terry.  We're  obviously  interested  to  hear  your  [audience]  opinions  about  some  of  the 
solutions  presented  today  and  for  this  reason,  we've  supplied  you  with  a handset.  In  case  you 
haven't  been  acquainted  with  these  things  before,  we  thought  we'd  run  you  through  a couple  of 
sample  questions  to  let  you  get  the  hang  of  it. 

Before  we  do  that,  however,  what  I’d  like  you  to  do  first  - if  you’ve  not  already  done  so  - is  ensure  that  Nou’ve 
noted  down  the  handset  number  on  the  front  page  of  the  questionnaire  in  front  of  you.  In  that  way  we  can 
correlate  your  handset  responses  to  your  written  responses.  If  you  wouldn’t  mind,  I ‘d  also  like  you  to  fill  this 
form  in  at  the  end  of  this  interactive  session,  if  you  haven’t  already  done  so. 

First  of  all,  in  order  to  switch  the  handset  on.  could  you  please  press  button  “C”.  You  will  only  need  to  do  this 
once. 

The  first  question  is  an  easy  one  I hope..'  1 wonder  if  yon  could  tell  me  whether  you  are  male  or  female. 

• Question  I:  Are  you  male  or  female? 

If  you  are  male,  press  one,  if  you  are  female,  press  two,  and  - for  those  that  don’t  know'  - press  three. 

Supporting  information  on  screen:  For  Male  - press  1 

For  female  - press  2 
For  don 't  know  - press  2 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  two  of  you  haven’t  got  the  hang  of  \ our  gender! 

I’d  now  like  to  ask  a few  details  about  your  position  and  the  service  sector  that  you  operate  in. 


Question  2:  Which  of  the  following  descriptions  most  accurately  reflects  your  functional  area: 

• Finance  - press  1 

• FT  - press  2 

• Customer  services  - press  3 

• Marketing  - press  4 

• Other  - press  5 


Commentary  on  data  - single  bar  chart  required  here. 

Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 

• Banking  and  finance  - press  1 

• Insurance  - press  2 

• Health  services  - press  3 
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• Police  Service  - press  4 

• Government  - press  5 

• Public  utility  - press  6 

• Logistics/transportation  - press  7 

• Retail  - press  8 

• Other  - press  9 


Commentary  on  data  - single  bar  chart  required  here,  [depending  on  sample  size] 

1 ’d  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today 's  presentations. 

Serv  ice  Management 

Firstly,  let ’s  consider  the  drivers  affecting  your  business.  Today  we ’ve  talked  about  enhancing  customer 
service,  cutting  costs,  making  real  time  updates  - but  to  what  extent  do  you  think  you  need  to  employ  new 
technology  to  achieve  best  practice  in  some  of  these  areas? 

Please  respond  to  the  following  two  assertions  on  a scale  of  I to  6,  where  I = ‘Strongly  agree  ’ and  6 = ‘strongly 
disagree 

Question  4:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  ‘best  practice  ' customer  service. 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


Question  5:  Increasingly,  in  my  business  sector,  state  of  the  art  IT  is  necessary  to  achieve  'best  practice  ’ 
cost  minimisation. 

• Strongly  agree  ~ press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 


Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - I'm  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  an  on-line  customer  service  capability  (like 
MCSS  for  example)  would  enhance  your  ability  to  meet  both  these  competing  objectives. 


Question  6:  Would  an  on-line  service  concept  like  BT  's  MCSS  enhance  your  ability  to  meet  the  competing 


INPUT 


13/05/97 


Prop!  / Draft  1 / Page  2 of  8 


t 


9 


9 


objectives  of  reducing  costs  whilst  improving  sendee  levels? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  7:  Would  a service  concept  like  BT’s  MCSS  be  something  you  would  seriously  consider? 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

If  response  is  broadly  positive  (1-3).  go  to  =>  Question  9 
If  response  is  broadly  negative  (4-6),  go  to  =>  Question  8 below 


Well,  you  seem  not  too  positive  to  the  idea  , although  there  are  a group  of  people  here  [point  to  chart]  who 
are  (broadly  positive)]  undecided],  perhaps. 

I'm  sure  the  panel  would  find  it  interesting  to  know  the  reasons  for  your  caution...  So  I’m  going  to  probe 
these  issues  now. 

Question  8:  What  aspect  of  the  proposition  gives  you  most  cause  for  concern?  ( chose  one  answer  only) 

• Confidentiality/  security  issues  - press  1 

• BT’s  inability  to  handle  our  IT  legacy  systems  - press  2 

• BT’s  lack  of  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• Other  - press  4 

Now  go  to  question  10 

Question  9:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 
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Knowledge  Management 


BT  to  define  Preamble  which  links  this  question  to  Terry’s  LESLP  case  study.  N.B.  insert  slide  in  presentation  which 
describes  Knowledge  Management  and  /or  itemises  Basic  Online  document  access  Key  Word  Searching  Retrieval  etc 
by  bullet  point.  Do  you  need  to  mention  need  for  customisation/system  integration  issues  here? 

??Corporate  knowledge  & information  is  one  of  a company’s  most  important  assets.  Competitive  advantage  in  the 
future  may  well  depend  on  the  appropriate  management  and  e.xploitation  of  this  resource.  However,  when  it  e.xists  in 
fragmented  and  unstructured  forms,  its  full  potential  cannot  be  realised  throughout  the  company  as  a whole.??  Still 
relevant?? 

Question  JO:  IVhich  of  the  following  information  retrieval  systems  do  you  think  is  most  appropriate  to  your 
organisation 's  needs?  (choose  one  only) 

Note  to  audience:  these  are  in  escalating  order  of  comple.xity  and  cost: 

• Basic  Online  document  access  (user  must  know  in  what  document  the  information  is  held ) - press  I 

• Key  Word  Searching  Retrieval  (as  above  but  w ith  key  word  search  able  to  return  relevant  documents)  - press  2 

• Document  Summing  ( provides  fast  and  accurate  summaries  or  abstracts  of  text  information)  - press  2 

• Case  Based  Reasoning  (simulates  how  humans  perceive  the  work!  and  works  out  problems)  - press  4 

Note  to  audience: 

A case-based  reasoning  system  uses  case  histories  to  facilitate,  for  e.xample.  litigation,  medical  diagnosis,  criminal 
investigation  and  security  monitoring  and  uses  reasoning  systems  to  provide  human-like  decision-making. 

Consider  for  a moment  the  likelihood  that  your  organisation  may  wish  to  implement  or  upgrade  its  knowledge 
management  / decision  support  systems . . . 

Question  II:  If  a purchase  or  upgrade  of  your  decision  support  systems  were  likely.  Which  of  the  following  would  he 
the  most  important  priority  area  by  function: 

• Help  Desk  support  - press  I 

• Human  Resource  planning  - press  2 

• Operational  Decision  Support  - press  3 

• Cross  Company  information  sharing  - press  4 

• No  intention  to  implement  or  upgrade  a knowledge  management  system  - press  5 


If  response  is  positive  (1-4),  go  to  =>  Question  13 
If  response  is  negative  (5),  go  to  =>  Question  12  below 

Question  12:  Would  you  consider  using  BT  to  implement  or  upgrade  a knowledge  management  system,  and 
if  not.  what  is  the  primary  reason? 

• Yes,  we  would  consider  using  BT  - press  I 

• No,  our  organisation  does  not  need  this  type  of  facility  - press  2 

• No.  BT  lacks  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• No,  our  organisation  already  has  proficient  knowledge  management  systems  - press  4 

• No,  the  anticipated  costs  would  outweigh  the  benefits  - press  5 
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Now  go  to  question  15 


Question  J 3:  HTiat  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months  - press  1 

• Medium  - need  to  implement  in  6 to  12  months  - press  2 

• Low  - consider  implementing  at  a future  date  - press  3 

• Unlikely  to  implement  any  of  the  knowledge  management  tools  discussed.  - press  4 


Question  14:  What  would  be  your  preferred  choice  of payment  for  this  sort  of  system? 

• A fixed  price  for  a combination  of  hardware,  software  and  implementation  sendees  - press  I 

• lease  / license  - press  2 

• The  work  would  be  conducted  in-house  - press  3 


E-Commercc 

A recent  market  survey  suggested  that  only  10%  of  companies  had  the  transactional  capability  of  on-line  ordering 
facilities  for  their  products  and  services. 

Question  15:  If  you  ha\>e,  or  plan  to  have  a Web  site,  does  it  or  will  it  comprise: 

• Content  only  - press  1 

• On-line  ordering  for  submission  of  order  only  - press  2 

• On-line  ordering  for  submission  of  order  and  credit  card  payment  - press  3 

• On-line  ordering  including  submission  and  order  tracking  - press  4 

• On-line  ordering  for  submission,  tracking  and  credit  card  payment  - press  5 

• My  organisation  has  no  intention  to  hcn>e  a Web  site  - press  6 

Ouestion  16.  Ifvou  hcn>e  a transactional  capabiUtv  or  are  planning  to  have  one,  in  which  area  of  e-commerce  does  it 
fall? 

• Catalogue  of  fixed  goods  e.g.  consumer  goods  - press  I 

• Business  information  ser\>ices  e.g.  business  reports,  on-line  data  - press  2 

• Complex  specification  e.g.  timber  trading  - press  3 

• Commodities  trading  e.g.  timber,  steel,  commodities  - pre.ss  4 

• Complex  delivery  e.g.  via  global  shipping  - press  5 

• Financial  ser\’ices  e.g.  insurance,  loans,  taxation  - press  6 

• Intranet  sen’ices  e.g.  expenses,  consumables  tracking  - press  7 

• None  of  the  above  - press  8 

Ouestion  1 7.  How  much  would  you  be  prepared  to  spend  on  such  a solution? 
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• 5K-£10K  - press  1 

• IOkto£J5k  - press  2 

• 1 5 K-£2  OK  - press  3 

• 20K-£30K  - press  4 

• 3 OK- £4  OK  - press  5 

• 40K-£60K  - press  6 

• 60K-£80K  - press? 

• 80K-£100K-press8 

• >£100K  - press  9 


Please  respond  to  the  following  assertions  on  a scale  of  1 to  6,  where  1 = ‘Strongly  agree ' and  6 = ‘strongly 
disagree 

Question  18:  Introducing  e-commerce  between  my  company  and  its  customers  will  benefit  our  market  share 
significantly. 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  19:  Introducing  e-commerce  between  my  company  and  its  customers  will  lead  to  significant  cost  reduction. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  20:  Introducing  e-commerce  between  my  company  and  its  customers  will  .significantly  improve  customer 
serx’ice. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  21:  Introducing  e-commerce  between  my  company  and  its  customers  will  significantly  improve  cu.stomer 
loyalty. 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 
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# 


Strongly  disagree  - press  6 


Question  22:  Introducing  e-coninierce  between  my  company  and  its  customers  will  significantly  reduce  our  time  to 
market. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  23:  Introducing  e-commerce  between  my  company  and  its  customers  will  provide  a significant  new  revenue 
channel. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

And  finally,  a few  questions  which  might  he  of particular  interest  to  Sun  and  Oracle... 

Question  24:  By  the  year  2000,  do  you  agree  that  in  your  company,  purchases  of  network  computers  will  be  greater 
than  those  for  PCs? 

• Yes  - press  ! 

• No  - press  2 

• About  equal  - press  3 

• Don  't  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 

Question  25:  In  future,  do  you  agree  that  an  increasing  amount  of  mission  critical  busine.ss  will  be  handled  over  the 
Internet  and  corporate  Intranets? 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Commentary  on  data 

Thank  you  every  one  for  taking  part  in  this  exercise  - We  hope  you’ve  found  it  entertaining  and  infonnative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  you  and  please  give  us  some  feedback  on  today’s  event. 

Paul,  back  to  you. 
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(third  Draft) 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  we  would  be  grateful  if  you  could  spend  a few 
minutes  of  your  time  completing  the  following  questionnaire. 

Your  Handset  Number  

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms 

Company  name:  

Location  (City  / Country):  

Telephone  no  

Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


□ 1-99 

□ 100-199 

□ 200  - 499 

□ 500  + 


Approx,  annual  turnover  please  tick  one  box: 


□ less  than  £10  million 

□ £10,000,001 -f  15  million 

r~)  £15,000,001  - £20  million 

r~)  £20,000,001  - £50  million 

□ £50,000,001  - £100  million 

□ more  than  £100  million 


Is  IT  mission-critical  to  your  business? 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made? 
Why  / why  not? 


Yes  / No  / Don’t  Know 
Yes  / No  / Don’t  Know 


INPUT 


13/05/97 


Prop2  / Draft  4 / Page  1 of  3 


3 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  software  and  services? 
Please  tick  one  box 


Less  than  £1  million  □ 

Between  £1  million  & £5  million  □ 

Between  £5  million  & £10  million  □ 


Between  £10  million  & £20  million 

□ 

More  than  £20  million 

□ 

Don’t  Know 

□ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 
Hardware % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where  1 means 
‘’strongly  disagree'  and  6 means  ‘strongly  agree'. 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  sj'stems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Are  there  any  other  problem  areas  you  would  like  to  mention? 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 

Docs  your  organisation  have  a significant  mobile  workforce  ? 


Yes  Q 


No  □ 


If  yes,  which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation 's  mobile 
work  force?  (please  tick  one) 


• On-line  connections  to  centralised  databases 
holding,  for  example,  your  company’s  latest 
product  lines  and  prices 

• The  ability  to  optimise  field  resources  thorough 
job  scheduling 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 
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Would  a mobil^wsirking  concept  such  as  BT’s  on-line  MCSS  hesomething  you  woul/tcimsider? 


(please  tick  ofie) 


/ 


Strongly 

Agree 

Agree 

Tend  to 
agree 

Tend  to 
disagree 

Disagree 

Strongly 

Disagree 



What  priority  do  you  place  on  implementing  this  type  of  solution?  (please  tick  one) 


High 

< 6 months 

Medium 

6-12  months 

Low 

>12  months 

Unlikely  to 
implement 

What  would  be  your  preferred  choice  of payment  for  this  sort  of  system?  [please  tick  a)  or  b)J 

a)  A fixed  price  for  a combination  of  hardware,  software  and  implementation  serv  ices 

b)  Lease  / license  □ 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will  be 

happy  to  pass  your  name  to  BT.  (please  tick  ) Yes  □ No  □ 

Did  you  find  today’s  seminar  informative?  Yes  □ No  □ 


Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 


A suggestion  to  increase  the  response  rate:- 


> All  the  handset  nujnbjM^s-ifyiirbe  put  into  a draw  and  the  winner  will  receive 
a set  dinner  for  two  at  Claridges  Hotd  (cost 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date 

12.5.97 

Confidential:  Y / N 

TO:  Name 

Peter  Moldram/  Rob  Bolton 

Urgent:  Y / N 

Tel.  No 

Company 

BT 

Page:  1 of  3 

Fax  No 

0139467  3723 

File; 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

second  draft  of-seminar  quostionnalfes 

Other 

Dear  Rob/Peter 

Please  find  attached  a brief  summary'  of  the  SME  market  research  results, 
scheme  which  delineates  the  responses  into  bands,  from  1 to  6.  The  results 

I have  also  enclosed  a rating 
for  the  UK  companies  with 

1 to  9 employees  are  based  on  the  complete  sample  of  professional  services  organisations  (accountants, 
lawyers  and  doctors). 

N/a  means  that  this  subsegment  was  purposely  excluded  from  the  sample,  as  per  your  instructions. 
‘None’  means  that  no  respondents  were  registered  under  this  categoiy'. 

Obviously  what  you  see  here  is  only  one  cut  of  many  possible  permutations.  How  ever,  it  is  worth 
highlighting  that:- 

• Across  all  countries,  the  broad  proposition  was  significantly  enhanced  by  BT  partnering  with  an  IT 
vendor  (more  so  than  the  other  possible  partners). 

• The  perception  of  BT  as  a credible  supplier  was  worst  in  the  UK,  and  this  may  account  for  the 
disappointing  results  in  this  country.  Conversely,  the  most  positive  perceptions  were  recorded  in 
Sweden  - the  country  which  was  also  the  most  positive  to  the  proposition. 

Please  feel  free  to  call  me  if  you  have  any  queries 

Regards 

Chris  Harris 
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Review  of  SME  results 


UK  - managed  option 

uninitiated 

nonconverted 

converted 

1 to  9 

4 

4.5 

4.5 

10  to  100 

none 

4 

4.5 

101  to  500 

none 

4.5 

4 

UK  - self  managed  option 

uninitiated 

nonconverted 

converted 

1 to  9 

3.5 

4 

3 

10  to  100 

none 

3 

3 

101  to  500 

none 

4 

4 

France  - managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

4 

4 

101  to  500 

n/a 

2.5* 

4 

* = sample  size  of  5 (only) 


France  - self  managed  option 

uninitiated 

nonconverted 

converted 

10  to  ioo 

n/a 

3.5 

3.5 

101  to  500 

n/a 

2.5* 

2.5 

* = sample  size  of  5 (only) 


Germany  - managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

3 

4 

101  to  500 

n/a 

none 

2.5 

Germany  - self  managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

3* 

2.5 

101  to  500 

n/a 

none 

2.5 

* = all  of  these  were  'strongly'  or  'would'  consider 


Netherlands  - managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

2.5 

3.5 

101  to  500 

n/a 

none 

3 

Netherlands  - self  managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

2.5 

2.5 

101  to  500 

n/a 

none 

2.5 

Sweden  - managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

2.5 

3 

101  to  500 

n/a 

none 

2 

Sweden  - self  managed  option 

uninitiated 

nonconverted 

converted 

10  to  100 

n/a 

2.5 

2.5 

101  to  500 

n/a 

none 

2.5* 

* = in  this  segement,  100%  respondents  either 
said  strongly,  would  or  might  consider 
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Review  of  SME  results 


coding  scheme  rating  attractiveness  of  segment; 

1 = 100%  said  strongly  consider 

1.5  = 1 00%  said  strongly  consider  or  would  consider 

2 = 70%  to  99%  said  strongly  consider  or  would  consider 

2.5  = 60%  to  99%  said  strongly  consider,  would  consider,  or  might  consider 

3 = 50%  to  69%  said  strongly  consider,  would  consider,  or  might  consider 

3.5  = 40%  to  49%  said  strongly  consider,  would  consider,  or  might  consider 

4 = 30%  to  39%  said  strongly  consider,  would  consider,  or  might  consider 

4.5  = 20%  to  29%  saidstrongly  consider,  would  consider,  or  might  consider 

5 = 10%  to  19%  said  strongly  consider,  would  consider,  or  might  consider 

5.5  = 9%  or  less  said  strongly  consider,  would  consider,  or  might  consider 

6 = 100%  said  extremely  unlikely  to  consider 


n.b.  2 selected  in  preference  to  2.5  if  higher  criteria  achieved. 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax;  +44(0)1753  577  311 


FAX  TRANSMITTAL 

Date: 

9.5.97 

Confidential:  Y 

TO: 

Name; 

Mr  Peter  Moldram 

Urgent:  Y 

Tel.  No; 

Company: 

BT 

Page:  1 

Fax  No: 

0139467  3723 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

second  draft  of  seminar  questionnaires 

Other 

Dear  Peter 


Please  find  attached  our  two  draft  questionnaires  for  the  forthcoming  seminar.  If  there  are  areas 
requiring  further  clarification  from  yourselves,  I have  identified  these  in  red  text.  Ideally  we  need  to 
have  everything  wrapped  up  by  close  of  work  on  Monday  as  we  still  need  to  co-ordinate  with  the 
handset  people. 


Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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Proposition  1 - Larger  Companies  Business  Applications 
Interactive  questions  (deploying  handset)  (second  Draft) 


Thank  you  Terry.  We’re  obviously  interested  to  hear  your  [audience]  opinions  about  a Java-tised 
version  ofMCSS  (terminology?),  and  for  this  reason,  we've  supplied  you  with  a handset.  In  case 
you  haven’t  been  acquainted  with  these  things  before,  we  thought  we’d  run  you  through  a couple 
of  sample  questions  to  let  you  get  the  hang  of  it. 

Before  we  do  that,  however,  what  I’d  like  you  to  do  first  - if  you’ve  not  already  done  so  - is  ensure  that  you’ve 
noted  down  the  handset  number  on  the  front  page  of  the  questionnaire  in  front  of  you.  In  that  way  we  can 
correlate  your  handset  responses  to  your  written  responses.  If  you  wouldn’t  mind,  I ‘d  also  like  you  to  fill  this 
form  in  at  the  end  of  this  interactive  session,  if  you  haven’t  already  done  so. 

First  of  all,  in  order  to  switch  the  handset  on,  could  you  please  press  button  “C”.  You  w ill  only  need  to  do  this 
once. 

The  first  question  is  an  easy  one  I hope..'  1 wonder  if  you  could  tell  me  whether  you  are  male  or  female. 

• Question  1:  Are  you  male  or  female? 

If  you  are  male,  press  one,  if  you  are  female,  press  two,  and  - for  those  that  don't  know  - press  three. 

Supporting  in  formation  on  screen:  For  Male  - press  I 

For  female  - press  2 
For  don ’t  know  - press  3 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  two  of  you  haven’t  got  the  hang  of  your  gender! 

But  just  to  make  sure  that  you  can  handle  a more  detailed  question,  I would  like  you  to  answer  the  follow  ing: 

Supporting  information  on  screen: 

Question  2:  What  was  your  main  mode  of  transport  to  get  to  today 's  seminar? 

• By  rail  or  tube  - press  I 

• By  Taxi  - press  2 

• By  Car  - press  3 

• By  some  other  means  - press  4 

Commentary  on  data.  I’d  now  like  to  ask  a few  details  about  your  position  and  the  service  sector  that  you 
operate  in. 


Question  3:  Which  of  the  following  descriptions  most  accurately  re  flects  your  functional  area: 

• Finance  - press  1 

• IT  - press  2 

• Customer  services  - press  3 

• Marketing  - press  4 

• Other  - press  5 
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Commentary  on  data  - single  bar  chart  required  here. 

Question  4:  Which  of  the  following  descriptions  most  accurately  re  flects  your  company  or  service 
organisation? 

• Banking  and  finance  - press  1 

• Insurance  - press  2 

• Health  services  - press  3 

• Police  Service  - press  4 

• Government  - press  5 

• Public  utility  - press  6 

• Logistics/transportation  - press  7 

• Retail  - press  8 

• Other  - press  9 

Commentary  on  data  - single  bar  chart  required  here,  [depending  on  sample  size] 

I ’d  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today 's  presentations. 

Service  Management 

Firstly,  let ’s  consider  the  drivers  affecting  your  business.  Today  we  ve  talked  about  enhancing  customer 
service,  cutting  costs,  making  real  time  updates  - but  to  what  extent  do  you  think  you  need  to  employ  new 
technology  to  achieve  best  practice  in  some  of  these  areas? 

Please  respond  to  the  following  two  assertions  on  a scale  of  I to  6,  where  I = ‘Strongly  agree ' and  6 = 'strongly 
disagree 

Question  5:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  ‘best  practice  ’ customer  service. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  6:  Increasingly,  in  my  business  sector,  state  of  the  art  IT  is  necessary  to  achieve  ‘best  practice ' 
cost  minimisation. 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - I’m  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  BT’s  MCSS  with  on-line  customer  capability 
would  enhance  your  ability  to  meet  both  these  competing  objectives. 
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Question  7;  Would  a service  concept  like  BJ’s  MCSS  enhance  your  ability  to  meet  the  competing  objectives  of 
reducing  costs  whilst  improving  sendee  levels? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Question  8:  Would  a service  concept  like  BT’s  MCSS  be  something  you  would  seriously  consider? 

• Strongly  agree  - press  I 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

If  response  is  broadly  positive  (1-3),  go  to  =>  Question  10 
If  response  is  broadly  negative  (4-6),  go  to  =>  Question  9 below 


Well,  you  seem  not  too  positive  to  the  idea  , although  there  are  a group  of  people  here  [point  to  chart]  who 
are  (broadly  positive)]  undecided],  perhaps. 

I'm  sure  the  panel  would  find  it  interesting  to  know  the  reasons  for  your  caution...  So  I’m  going  to  probe 
these  issues  now. 


Question  9:  What  aspect  of  the  proposition  gives  you  most  cause  for  concern?  ( chose  one  answer  only) 

• Confidentiality/  security  issues  - press  1 

• BT’s  inability  to  handle  our  IT  legacy  systems  - press  2 

• BT’s  lack  of  credibility  in  this  area  without  the  support  of  a partner  - press  3 

• Other  - press  4 


Now  go  to  question  1 1 


Question  10  : What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 


Knowledge  Management 

BT  to  define  Preamble  which  links  this  question  to  Terry  ’s  LESLP  case  study.  N.B.  insert  slide  in  presentation  which 
describes  Knowledge  Management  and  /or  itemises  Basic  Online  document  access  Key  Word  Searching  Retrieval  etc 
by  bullet  point.  Do  you  need  to  mention  need  for  customisation/system  integration  issues  here? 


??Corporate  knowledge  & information  is  one  of  a company’s  most  important  assets.  Competitive  advantage  in  the 
future  may  well  depend  on  the  appropriate  management  and  exploitation  of  this  resource.  However,  when  it  exists  in 
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fragmented  and  unstructured  fonns,  its  full  potential  cannot  be  realised  throughout  the  company  as  a whole.??  Still 
relevant?? 

Question  1 1 : Which  of  the  following  information  retrieval  systems  do  you  think  is  most  appropriate  to  your 
organisation 's  needs?  (choose  one  only) 

Note  to  audience:  these  are  in  escalating  order  of  complexity  and  cost: 

• Basic  Online  document  access  (user  must  know  in  what  document  the  information  is  held ) - press  I 

• Key  Word  Searching  Retrieval  (as  above  but  with  key  word  search  able  to  return  relevant  documents)  - press  2 

• Document  Summing  ( provides  fast  and  accurate  summaries  or  abstracts  of  text  information)  - press  3 

• Case  Based  Reasoning  (simulates  how  humans  perceive  the  world  and  works  out  problems)  - press  4 

Note  to  audience: 

A case-based  reasoning  system  uses  case  histories  to  facilitate,  for  example,  litigation,  medical  diagnosis,  criminal 
investigation  and  security  monitoring  and  uses  reasoning  systems  to  provide  human-like  decision-making. 

Consider  for  a moment  the  likelihood  that  your  organisation  may  wish  to  implement  or  upgrade  its  knowledge 
management  / decision  support  systems... 

/.-)  _ -V,  . 

Question  12:  If  a purchase  or  upgrade  of  your  decision  support  systems  were  likely.  Which  of  the  following  would  he 
the  most  important  priority  area  by  function: 

• Help  Desk  support  - press  1 

• Human  Resource  planning  - press  2 

• Operational  Decision  Support  - press  3 

• Cross  Company  information  sharing  - press  4 

• No  intention  to  implement  or  upgrade  a knowledge  management  system  - press  5 

If  response  is  positive  (1-4),  go  to  =>  Question  14 
If  response  is  negative  (5),  go  to  =>  Question  1 3 below 

Question  13:  If  you  are  not  intending  to  implement  or  upgrade  a knowledge  management  system,  what  is  the 
primary  reason? 

• Our  organisation  does  not  need  this  type  of  facility  - press  I 

• Our  organisation  already  has  proficient  knowledge  management  systems  - press  2 

• The  anticipated  costs  woidd  outweigh  the  benefits  - press  3 

• BT  lacks  credibility  in  this  area  without  the  support  of  a partner  - press  4 

• Other  - press  5 

Now  go  to  question  16 


Question  14:  What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months  - press  I 

• Medium  - need  to  implement  in  6 to  12  months  - press  2 

• Low'  - consider  implementing  at  a future  date  - press  3 

• Unlikely  to  implement  any  of  the  knowledge  management  tools  discussed.  - press  4 


Question  15:  What  would  be  your  preferred  choice  of  payment  for  this  sort  of  sy'stem? 

• A fixed  price  for  a combination  of  hardware,  software  and  implementation  services  - press  1 

• lease  / license  - press  2 

• The  work  would  be  conducted  in-house  - press  3 
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E-Commerce  - BT  to  clarify  if  to  be  included.  Brokerage  etc  and  or  what  aspect  of  e-commerce. 


Q16.  How  many  of  you  are  considering  implementing  on-line  e-commerce  transactional  applications,  either  on  the 
Internet  or  as  part  of  a dial  up  Internet  solution? 

Q17.  What  percentage  of  your  business  revenue  would  you  expect  to  obtain  from  the  on-line  e-commerce  trading 
environment  by  the  year  2000? 

a)  <10% 

b)  <50% 

c)  <75% 

Q18.  How  much  would  you  pay  for  an  on-line  e-commerce  solution? 

a)  <50K 

b)  <100K 

c)  <500K 


Q19.  If  BT  could  develop  an  on-line  e-commerce  solution  would  you: 

Develop  in  house 
Use  trusted  3rd  Part\' 

Consider  BT 

Q20.  Rate  the  applications  in  order  of  importance  / willingness  to  purchase? 

MOBILE  WORKFORCE  BT  to  define  Preamble,  defining  two  .segments  - job  scheduling  and  other  ... 

Note:  I think  this  topic  should  be  mentioned  in  Terry’s  talk,  othcnvisc  this  segment  will  appear  as  an 
afterthought. 

However,  if  not.. 

“An  area  we  didn’t  touch  on  today,  but  which  we’d  like  you  to  provide  feedback  on  is  the  management  and 
support  of  mobile  workers  such  as  field  engineers  and  sales  teams.. .etc.” 

ALSO,  to  be  succinct,  we  need  a name  like  MCSS  to  call  the  proposition,  ‘mobile  workforce’  per  se  doesn’t  mean 
anything  and  thus  needs  more  w ords  to  explain. 


Question  21:  Which  of  the  following  scenarios  would  significantly  improve  the  effectiveness  of  your  organisation ’s 
mobile  work  force? 

• On-line  connections  to  centralised  databases  holding,  for  example,  your  company’s  latest  product  lines  and  prices  - 
press  1 

• The  ability  to  optimise  field  resources  thorough  job  scheduling  - press  2 

• Both  of  the  above  - press  3 

• Neither  of  the  above  - press  4 

• My  organisation  does  not  have  a significant  mobile  workforce  - press  5 


Question  22:.  Would  a mobile  working  concept  like  BT's  MCSS  he  something  you  would  seriously  consider? 


• strongly  agree-  press  1 

• agree-  press  2 
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• somewhat  agree-  press  3 

• disagree-  press  4 

• strongly  disagree-  press  5 

If  result  broadly  positive  (1-3)  go  to  =>  question  23  below 
If  the  result  is  broadly  negative,  go  to  =>  question  25 

Question  23  : What  priority  do  you  place  on  implementing  this  type  of  solution? 

• High  - need  to  implement  within  6 months-  press  1 

• Medium  - need  to  implement  in  6 to  12  months-  press  2 

• Low  - consider  implementing  at  a future  date-  press  3 

• Unlikely  to  implement.  - press  4 

Question  24:  What  would  be  your  preferred  choice  of  payment  for  this  sort  of  system? 

• A fixed  price  for  a combination  of  hardware,  software  and  implementation  services  - press  1 

• lease  / license  - press  2 


And  finally,  a few  questions  which  might  be  of particular  interest  to  Sun  and  Oracle... 

Question  25:  By  the  year  2000,  do  you  agree  that  in  your  company,  purchases  of  network  computers  will  he  greater 
than  those  for  PCs? 

• Yes  - press  1 

• No  - press  2 

• About  equal  - press  3 

• Don 't  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 

Question  26:  In  future,  do  you  agree  that  an  increasing  amount  of  mission  critical  business  will  be  handled  over  the 
Internet  and  corporate  Intranets? 

• Strongly  agree  - press  1 

• Agree  - press  2 

• Somewhat  agree  - press  3 

• Somewhat  disagree  - press  4 

• Disagree  - press  5 

• Strongly  disagree  - press  6 

Commentary  on  data 

Thank  you  everyone  for  taking  part  in  this  exercise  - We  hope  you’ve  found  it  entertaining  and  infonnative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  you  and  please  give  us  some  feedback  on  today’s  event. 

Paul,  back  to  you. 
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jNPur 

(second  Draft) 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality'  we  would  be  grateful  if  you  could  spend  a few 
minutes  of  your  time  completing  the  following  questionnaire. 

Your  Handset  Number  

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms 

Company  name:  

Loeation  (City  / Country):  

Telephone  no  

Number  of  employees  on  site  at  your  location  please  tick  one  box  : 


1-99 

□ 

100-199 

□ 

200  - 499 

□ 

500  + 

□ 

Approx,  annual  turnover  please  tick  one  box: 


less  than  £10  million  □ 

£10,000,001  - £15  million  Q 

£15,000,001  - £20  million  □ 

£20,000,001  - £50  million  P) 

£50,000,001  -£100  million  Q 

more  than  £100  million  □ 


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / DK 
Why  / why  not? 
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9 


9 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 


What  is  your  organisation’s  typical  external  IT  spend  per  annum  - including  hardware,  sofhvare  and  services? 
Please  tick  one  box 

Less  than  £1  million  Q Between  £10  million  and  £20  million  □ 

Between  £1  million  and  £5  million  □ More  than  £20  million  □ 

Between  £5  million  and  £10  million  □ Don’t  Know  □ 

And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  Software  & Services  approximately? 

Hardware % : Software  & Services % 

Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  w here  1 means 
‘’strongly  disagree'  and  6 means  ‘strongly  agree' . 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s  or 
linking  them  into  existing  systems)? 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


Strongly 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagree 

4 

Disagree 

5 

Strongly 

Disagree 

6 

If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and  services 
designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective  manner,  then  we  will  be 

happy  to  pass  your  name  to  BT,  (please  tick  ) Yes  □ No  □ 

Did  you  find  today’s  seminar  informative?  Yes  Q No  □ 

Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  ever>'  success  in  your  business! 
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Date 

25.4.97 

Confidential: 

Y / N 

TO; 

Name 

Mr  Steve  Holt  (located  in  the  drawing  room) 

Urgent: 

Y / N 

Tel.  No 

Company 

BT 

Page: 

1 of  1 

Fax  No 

01232  426  777 

File: 

Chron 

FROM:  Chris  Harris  Contact 

SUBJECT:  SME  report  - table  of  contents  and  outstanding  fees  Other 


Dear  Steve/Terry 

I would  be  grateful  if  we  could  talk  on  the  phone  about  the  following  issues  before  we  release  more 
information  to  you  including  the  Proposition  One  draft  questionnaires:- 

We  are  still  waiting  to  hear  your  comments  on  the  Proposition  Two  (SME)  report  table  of  contents. 
This  is  now  causing  us  delay  (and  money!). 

Secondly,  we  have  still  not  received  any  fees  and  are  concerned  at  the  lag  between  signing  off  a 
milestone  and  receipt  of  payment.  We  thought  that  this  would  take  about  a w'eek,  but  the  first 
milestone  payment  is  now  nearly  two  months  old. 


Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)1753  530  444 

Fax;  +44(0)1753  577  311 


FAX  TRANSMITTAL 


Date: 

25.4.97 

Confidential; 

Y 

/ N 

TO: 

Name: 

Mr  Steve  Holt  (located  in  the  drawing  room) 

Urgent: 

Y 

/ N 

Tel.  No: 

Company: 

BT 

Page: 

1 

of  1 

Fax  No: 

01232  426  777 

File: 

FROM: 

SUBJECT: 


Chron 

Chris  Harris  Contact 

SME  report  - table  of  contents  and  outstanding  fees  Other 


Dear  Steve/Terr>' 

I would  be  grateful  if  we  eould  talk  on  the  phone  about  the  follow  ing  issues  before  we  release  more 
infonuation  to  you  including  the  Proposition  One  draft  qiiestionnaircs:- 

We  are  still  waiting  to  hear  your  comments  on  the  Proposition  Tw'o  (SME)  report  table  of  contents. 
This  is  now'  causing  us  delay  (and  money!). 

Secondly,  this  w'eek,  have  been  asked  to  complete  a quite  onerous  BT  supplier  document  by  your 
accounts  department.  This  seems  more  relevant  to  a product  supplier  than  a service  provider  such  as 
ourselves.  Do  we  need  to  complete  this?  If  so,  then  it  w ill  have  to  be  ratified  b>'  our  solicitors  and 
signed  off  by  Peter  Cunningham. 

Finally,  we  have  still  not  received  any  fees  and  are  concerned  at  the  lag  betw  een  signing  off  a milestone 
and  receipt  of  pawient.  We  thought  that  this  would  take  about  a week,  but  the  first  milestone  pa\Tnent 
is  now  nearly  two  months  old. 

Regards 


Chris  Harris 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel;  +44(0)1753  530  444 
Fax:  +44(0)1753  577  311 


TO: 


FAX  TRANSMITTAL 


Date: 

25.4.97 

Confidential: 

Y 

/ N 

Name: 

Mr  Steve  Holt  (located  in  the  drawing  room) 

Urgent: 

Y 

/ N 

Tel.  No: 

Company: 

BT 

Page: 

1 

of 

Fax  No: 

01232  426  777 

File: 

FROM:  Chris  Harris 

SUBJECT:  Proposition  One  Draft  Questionnaires 


Chron 

Contact 

Other 


Dear  Steve 

Please  find  enclosed  two  draft  questionnaires.  The  first  pertains  to  the  proposed  interactive 
questionnaire  to  be  undertaken  during  the  seminar  (using  handsets)  and  the  second  is  a printed 
questionnaire  for  additional  questioning. 

Regards  v , » 


Chris  Harris  ’ * 

Principal  Consultant  for  Custom  Research 
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INPUT 

(First  Draft) 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  we  would  be  grateful  if  you  could 
spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 

Your  Handset  Number  

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms 

Company  name:  

Location  (City  / Country):  

Telephone  no  


Number  of  employees  on  site  at  your  location 

1-99 

100  -499 
500  & over 


Approx,  annual  turnover: 


less  than  £10,000,000 
£10,000,001  - £15,000,000 
£15,000,001  - £20,000,000 
£20,000,001  - £50,000,000 
£50,000,001  - £100,000,000 
more  than  £100,000,000 


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made?  Yes  / No  / DK 
Why  / why  not? 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 
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Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where 
1 means  ’’strongly  disagree''  and  6 means  ’ strongly  agree' . 


Hardware  maintenance? 

Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

Systems  administration  (eg.  interlinking  PC’s 
or  linking  them  into  existing  systems)? 

Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strong/ 

y 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagre 
e 

4 

Disagr 

ee 

5 

Strong! 

y 

Disagr 

ee 

6 

Axe  there  any  other  problem  areas  you  would  like  to  mention‘d 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and 
services  designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective 
manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 


Did  you  find  today’s  seminar  informative?  Yes  / No 
Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax:  +44(0)1753  577  311 


FAX  TRANSMITTAL 

Date: 

25.4.97 

Confidential:  Y / N 

TO: 

Name: 

Mr  Terry  Carlin 

Urgent:  Y / N 

Tel.  No: 

Company: 

BT 

Page:  1 of  1 

Fax  No: 

01473  227  025 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

SME  report.  Seminar  Questionnaires,  fees 

Other 

Dear  Terr\ 

Please  could  I provide  a reminder  that  we  are  still  waiting  to  hear  \ our  comments  on  the  Proposition 
Two  (SME)  report  table  of  contents.  This  is  now  causing  us  delay  (and  money!). 

Secondly,  we  have  completed  the  first  draft  of  the  two  questionnaires  planned  for  the  15“’  May  seminar. 
As  soon  as  you  are  able,  we  would  like  to  discuss  this  with  you.  Again  the  time  scale  is  urgent,  given 
that  we  have  to  co-ordinate  with  GDE. 

Finally,  w e have  still  not  received  any  fees  and  are  concerned  at  the  lag  betw  een  signing  off  a milestone 
and  receipt  of  payment.  We  thought  that  this  w ould  take  about  a w eek,  but  the  first  milestone  payment 
is  now'  nearly  two  months  old. 


Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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INPUT 

(First  Draft) 


Presents  ‘Concept  Meets  Reality’ 


Welcome  to  the  INPUT  seminar  ‘Concept  Meets  Reality’  we  would  be  grateful  if  you  could 
spend  a few  minutes  of  your  time  completing  the  following  questionnaire. 

Your  Handset  Number  

Company/Respondent  Details 

Your  Name:  Mr/Mrs/Ms 

Company  name;  

Location  (City  / Country):  

Telephone  no  


Number  of  employees  on  site  at  your  location 

1-99 

100  - 499 
500  & over 


Approx,  annual  turnover:  less  than  £10,000,000 

£10,000,001  - £15,000,000 
£15,000,001  - £20,000,000 
£20,000,001  - £50,000,000 
£50,000,001  - £100,000,000 
more  than  £100,000,000 


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made'i’  Yes  / No  / DK 
Why  / why  not? 


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT? 
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Which  of  the  following  IT  issues  pose  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where 
1 means  ‘‘strongly  disagree’’  and  6 means  ‘strongly  agree’. 


Hardware  maintenance? 

Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

Systems  administration  (eg.  interlinking  PC’s 
or  linking  them  into  existing  systems)? 

Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongl 

y 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagre 
e 

4 

Disagr 

ee 

5 

Strongl 

y 

Disagr 

ee 

6 

Are  there  any  other  problem  areas  you  would  like  to  mention? 


If  you  are  interested  in  being  kept  informed  by  BT  about  the  development  of  a set  of  products  and 
services  designed  to  alleviate  many  of  the  problems  we  have  discussed  today  in  a cost-effective 
manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 


Did  you  find  today’s  seminar  informative?  Yes  / No 
Are  there  any  ways  it  could  have  been  improved? 


Thank  you  again  for  your  attendance  and  every  success  in  your  business! 
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Proposition  1 - Larger  Companies  Business  Applieations 

Interactive  questions  (deploying  handset)  (First  Draft) 


Thank  you  Terry'.  We’re  obviously  interested  to  hear  your  [audiencej  opinions  about  a Java-tised  version  of 
Service  View,  and  for  this  reason,  we’ve  supplied  you  with  a handset.  In  case  you  haven’t  been  acquainted 
with  these  things  before,  we  thought  we’d  am  } ou  through  a couple  of  sample  questions  to  let  you  get  the  hang 
of  it. 

Before  we  do  that,  however,  what  I’d  like  you  to  do  first  - if  you've  not  already  done  so  - is  ensure  that  you’ve 
noted  down  the  handset  number  on  the  front  page  of  the  questionnaire  in  front  of  you.  In  that  way  we  can 
correlate  your  handset  responses  to  > our  written  responses.  If  you  wouldn’t  mind.  I ‘d  also  like  you  to  fill  this 
form  in  at  the  end  of  this  interactive  session. 

First  of  all,  in  order  to  switch  the  handset  on,  could  you  please  press  button  "C”.  You  will  only  need  to  do  this 
once. 

Tlic  first  question  is  an  easy  one  I hope..'  I wonder  if  you  could  tell  me  whether  you  are  male  or  female. 

• Question  1:  Are  you  male  or  female? 

If  you  are  male,  press  one,  if  you  are  female,  press  two,  and  - for  those  that  don't  know  - press  three. 

Supporting  information  on  screen:  For  Male  - press  1 

For  female  - press  2 
For  don  7 know  - press  3 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  two  of  you  haven’t  got  the  hang  of  your  gender! 

But  just  to  make  sure  that  you  can  handle  a more  detailed  question.  1 would  like  you  to  answer  the  following: 

Supporting  information  on  screen: 

• Question  2:  What  was  your  main  mode  of  transport  to  get  to  today 's  seminar? 

By  rail  or  tube  - press  I 
By  Taxi  - press  2 
By  Car  - press  3 
By  some  other  means  - press  4 

Commentary  on  data.  I’d  now  like  to  ask  a few  details  about  your  position  and  the  service  sector  that  you 
operate  in. 


• Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your  job  title: 

Finance  Director  - press  1 
IT  Director  - press  2 
Customer  services  Director  - press  3 
Marketing  Director  - press  4 
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Commentary  on  data  - single  bar  chart  required  here. 


• Question  4:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 

Banking  and  finance  - press  1 
Public  utility  - press  2 
Logistics  - press  3 
Health  services  - press  4 
Police  Service  - press  5 
Retail  - press  6 

Pro  fessional  services  - press  7 
Other  - press  8 

Commentary  on  data  - single  bar  chart  required  here,  fdepending  on  sample  size] 

• Question  5:  What  is  your  organisation  's  typical  external  IT  spend  per  annum  - including  hardware, 
so  ftware  and  services? 

Less  than  £1  million  - press  I 

Between  £l  million  and  £5  million  - press  2 

Between  £5  million  and  £10  million  - press  3 

Between  £10  million  and  £20  million  - press  4 

More  than  £20  million  - press  5 

Don 't  Know  - press  6 

Commentary  on  data 

• Question  6:  And  of  that  IT  spend,  what  is  the  proportion  of  Hardware  to  SofH^are  dt  Services 
approximately? 

Hardware  30%  : Software  & Services  70%  - press  1 
Hardware  40%  : Software  & Services  60%  - press  2 

Hardware  50%  : So  ftware  & Services  50%  - press  3 

Hardware  60%  : So  ftware  & Services  40%  - press  4 

Hardware  70%  : So  ftware  & Services  30%  - press  5 

Don 't  Know  - press  6 

Commentary  on  data 

I'd  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today 's  presentations.  Firstly,  lets  consider 
the  drivers  affecting  your  business.  Today  we 've  talked  about  enhancing  customer  service,  cutting  costs, 
making  realtime  updates  - getting  more  out  of  your  IT  infrastructure  - but  if  you  had  to  select  one  business 
pressure  which  you  perceive  to  he  paramount  to  your  business,  what  would  it  he? 

• Question  7:  Which  of  the  following  do  you  perceive  as  your  number  one  business  pressure? 

Exceeding  your  customers’  service  level  expectations  - press  I 
Enhancing  internal  and  external  communications  - press  2 
Reducing  the  costs  of  business  processes  - press  3 
Repositioning  your  business  to  keep  ahead  of  competition  - press  4 

Commentary  on  data  - three  bar  charts  required  here,  one  each  for  the  respective  job  titles.  Ascertain  if 
there  is  a match  between  finance  directors  opting  for  3.  Customer  Service  directors  opting  fori  etc. 
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I'm  now  going  to  ask  you  whether  you  think  you  need  to  employ  new  technology’  to  achieve  best  practice  in 
some  of  these  areas.  Please  respond  to  the  following  two  assertions  on  a scale  of  I to  6,  where  I = ‘Strongly 
agree  ’ and  6 = ‘strongly  disagree 

• Question  8:  Increasingly,  state  of  the  art  IT  is  necessary  to  assist  'best  practice  ' customer  service. 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

• Question  9:  Increasingly,  in  service  industries,  state  of  the  art  IT  is  necessary  to  achieve  'best  practice  ’ 
cost  minimisation. 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  service  - I 'm  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  BT's  MCSEP  (Service  View)  would  enhance 
your  ability  to  meet  both  these  competing  objectives. 

Question  10:  Would  the  MCSEP  solution  enhance  your  abilily  to  meet  the  competing  objectives  of  reducing  costs 
whilst  improving  sen’ice  levels'? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Question  IT.  Would  MCSEP  be  something  you  would  seriously  consider? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  3 
Strongly  disagree  - press  6 

If  response  is  broadly  negative  (4-6),  go  to  =>  Question  14 
If  response  is  broadly  positive  (1-3),  carry  on  below. 

Well,  you  seem  (reasonably)  fvery]  positive  to  the  idea  (!)  fin  principle!.  However,  some  of  you.,  not  so 
sure?  What  I would  like  to  do  now  is  ask  those  of  you  who  are  broadly  positive  to  the  concept  to  define 
which  attribute  is  most  appealing,  and  for  those  of  you  with  some  reservations,  to  identify  why. 
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First  the  positives: 

• Question  12:  What  aspect  of  the  proposition  most  appeals? 

Rationalising  procedures,  therefore  saving  costs  - press  1 
Rationalising  procedures,  therefore  improving  customer  service  - press  2 
Both  of  the  above  - press  3 

commentarv’  on  data. 

And  now  I'd  like  to  ask: 

• Question  13:  What  aspect  of  the  proposition  makes  it  most  relevant  to  your  business?  Because  your 
organisation  wants  to  ... 

Automate  its  call-handling  facilities  - press  I 
Automate  billing  procedures  - press  2 

Offer  customers  the  facility  of  on-line  changes  and  real  time  updates  - press  3 
Outsource  non-core  activities  - press  4 
All  of  the  above  - press  5 
None  of  the  above  - press  6 

commentary  on  data 

}|c  ;fc  ijc  ^ ^ 

positive 

1 now  want  to  focus  on  areas  where  some  of  you  may  have  a few  uncertainties  about  services  delivered  over 
an  Extranet... 


negative 

Well,  you  seem  not  too  positive  to  the  idea  , although  ihere  are  a group  of  people  here  [point  to  chart]  who 
are  (broadly  positive) [ undecided],  perhaps. 

I'm  sure  the  panel  would  find  it  interesting  to  know  the  reasons  for  your  caution..  So  I'm  going  to  probe 
these  issues  now. 

On  a scale  of  one  to  six.  where  I = "strongly  agree  " and  6 = "strongly  disagree  ”,  please  give  your 
response  to  the  following  four  statements: 

• Question  14:  Because  in-house  staff  are  made  redundant.  I am  deterred  from  using  externally  managed 
services  (outsourcing). 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

• Question  15:  Whilst  data  security  is  a concern.  lam  confident  that  BT  can  handle  this  satisfactorily. 


Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


NPUT 


24/04/97 


Prop!  / Draft  1 / Page  4 of  6 


• Question  16:  (Java  based)  fCorha  complaint]  software  tools  would  overcome  the  problem  of  accessing  data 
held  on  our  legacy  systems 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

• Question  1 7:  Assuming  you  were  definitely  in  the  market  for  this  kind  of  managed  service  - is  BT  the 
type  of  company  you  would  consider  as  a service  provider? 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


Instruction  to  GDE  - piece  results  from  last  four  cjuestions  on  one  screen. 

Commentary  on  data  - question  to  audience;  perhaps  you  were  surjjrised  that  BT  would  want  to  become  involved  in 
this  area  at  all?  Is  anyone  here  a Seirice  View  user?  (dialogue  w ith  attendee). 

And  finally,  a few  questions  which  might  be  of particular  interest  to  Sun  and  Grade... 

• Question  18::  By  the  year  2000,  do  you  agree  that  in  your  company,  purcha.ses  of  network  computers  will  be 
greater  than  those  for  PCs? 

Yes  - press  1 
No  - press  2 
About  equal  - press  3 
Don ’t  know  - press  4 

Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 


• Question  19:  In  future,  do  you  agree  that  an  increasing  amount  of  mis.sion  critical  busine.'is  will  he  handled  over 
the  Internet  and  corporate  Extranets? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Commentary  on  data 


• Question  20:  Do  you  agree  that  the  ser\>icing  costs  for  NCs  will  he  appreciably  lower  than  those  for  PCs? 


Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
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Disagree  - press  5 
Strongly  disagree  - press  6 

Thank  you  everyone  for  taking  part  in  this  exercise  - We  hope  yoii’\  e found  it  entertaining  and  informative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  >ou  and  please  gi\  c us  some  feedback  on  today’s  event. 

Paul,  back  to  you. 


INPUT 


24/04/97 


Propl  / Draft  1 / Page  6 of  6 


Proposition  1 - Larger  Companies  Business  Applications 

Interactive  questions  (deploying  handset)  (First  Draft) 


Thank  you  Terry,  We’re  obviously  interested  to  hear  your  [audience]  opinions  about  a Java-tised  version  of 
Service  View,  and  for  this  reason,  we’ve  supplied  you  with  a handset.  In  case  you  haven’t  been  acquainted 
with  these  things  before,  we  thought  we’d  run  you  through  a couple  of  sample  questions  to  let  you  get  the  hang 
of  it. 


Before  we  do  that,  however,  what  I’d  like  \ ou  to  do  first  - if  you've  not  already  done  so  - is  ensure  that  you’ve 
noted  down  the  handset  number  on  the  front  page  of  the  questionnaire  in  front  of  \ ou.  In  that  way  w'e  can 
correlate  your  handset  responses  to  your  written  responses.  If  you  wouldn't  mind,  I ‘d  also  like  you  to  fill  this 
form  in  at  the  end  of  this  interactive  session. 


First  of  all.  in  order  to  switch  the  handset  on,  could  \ ou  please  press  button  “C”.  You  will  only  need  to  do  this 
once. 


The  first  question  is  an  easy  one  I hope.  .'  I wonder  if  you  could  tell  me  whether  you  are  male  or  female. 

• Question  I : Are  you  male  or  female? 

If  you  are  male,  press  one,  if  > ou  are  female,  press  tw  o.  and  - for  those  that  don't  know  - press  three. 

Supporting  information  on  screen:  For  Male  - press  I 

For  female  - press  2 
For  don 't  know  - press  3 

You’ve  obviously  got  the  hang  of  that  - even  if  one  or  tw  o of  you  haven't  got  the  hang  of  your  gender! 

But  just  to  make  sure  that  you  can  handle  a more  detailed  question.  I w ould  like  you  to  answ'er  the  following: 

Supporting  information  on  screen: 


• Question  2:  Flow  did  you  get  to  today's  seminar? 


By  Train  press  1 

By  Taxi  press  2 

By  Car  press  3 

By  Tube  press  4 

By  some  other  means  press  5 


i-nK  ^ Mix  rl' 


Commentary  on  data.  I'd  now'  like  to  ask  a few  details  about  } oiir  position  and  the  seiwice  sector  that  you 
operate  in. 


• Question  3:  Which  of  the  following  descriptions  most  accurately  reflects  your  job  title: 


Finance  Director  - press  1 
FT  Director  - press  2 

Customer  services  V Marketing  Director  - press3 
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Commentary  on  data  - single  bar  chart  required  here. 


• Question  4:  Which  of  the  following  descriptions  most  accurately  reflects  your  company  or  service 
organisation? 

Banking  and  finance  - press  1 
Public  utility  - press  2 
Logistics  - press  3 
Health  services  - press  4 
Police  Service  - press  5 
Retail  - press  6 

Professional  services  - press  7 
Other  - press  8 

Commentary’  on  data  - single  bar  chart  required  here,  [depending  on  sample  size] 


Question  5:  How  much  does  your  organisation  typically  spend  on  external  IT  infrastructure  per  annum  - 
including  hardware,  software  and  services?  ~ ' 


tUfS>  " '' 

|.TcUa.cU  ^ 

LUiw  rtcj^o^rfd 


Less  than  £500. 000  - press  1 
Between  £500,000  and  £1  million  - press  2 
Between  £1  million  and  £2  million  - press  3 

More  than  £2  million  - press  4 

Don't  Know  - press  5 i fl/l/'i-lk.  A.  UTiH  1o-€  tpj  HtVJ 

Con,„en,aryoncla,a  ^ 

pev  ‘I  5 - ^ 5 M . 

• Question  6:  And  of  that  IT  spend.  M’hat  is  the  proportion  of  Hardware  to  Software  de  Services 
approximately? 


|V1 


Hardware  30%  : Software  dc  Services  70%>  - press  I 
Hardware  40%  : Software  dc  Services  60%  - press  2 
Hardware  50%  : Software  c?-  Services  50%  - press  3 
Hardware  60%> : Software  dn  Services  40%  - press  4 
Hardware  70%  : Software  & Services  30%  - press  5 
Don ’t  Know  - press  6 


Commentary  on  data 

I’d  now  like  you  to  provide  feedback  on  some  of  the  topics  of  today's  presentations.  Firstly,  lets  consider 
the  drivers  affecting  your  business.  Today  we 've  talked  about  enhancing  customer  service,  cutting  costs, 
making  realtime  updates  - getting  more  out  of  your  IT  infrastructure  - hut  if  you  had  to  select  one  business 
pressure  which  you  perceive  to  be  paramount  to  your  business,  what  would  it  he':' 


Question  7:  Which  of  the  following  do  you  perceive  as  your  number  one  business  pressure? 


Exceeding  your  customers  ’ service  level  expectations  - press  1 
Enhancing  internal  and  external  communications  - press  2 
Reducing  the  costs  of  business  processes  - press  3 
Repositioning  your  business  to  keep  ahead  of  competition  - press  4 


Commentary  on  data  - three  bar  charts  required  here,  one  each  for  the  respective  job  titles.  Ascertain  if 
there  is  a match  between  finance  directors  opting  for  3.  Customer  Service  directors  opting  fori  etc. 


I'm  now  going  to  ask  you  whether  you  think  your  organisation  is  doing  sufficient  to  achieve  best  practice  in 
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INPUT 


some  of  these  areas. 


• Question  8:  Do  you  believe  your  organisation  is  achieving  'best  practice  ' for  customer  service? 

Yes,  this  is  likely  - press  I 
No.  our  service  can  be  improved  - press  2 
For  don 't  know  - press  3 

• Question  9:  Do  you  think  your  organisation  is  achieving  'best  practice  ' for  reducing  costs? 

Yes,  this  is  likely  - press  1 
No,  cost  base  could  be  reduced  - press  2 
For  don ’t  know  - press  3 

Instruction  to  GDE  - piece  results  from  last  two  questions  on  one  screen.  Commentary  on  data. 

Considering  these  competing  objectives  - cost  reduction  and  enhanced  customer  sei~vice  - Fm  now  going  to 
ask  you  if  you  think  the  solution  shown  to  you  by  Terry  - using  BT's  MCSEP  (Service  View)  would  enhance 
your  ability  to  meet  these  competing  objectives. 


^ -h 


On  a scale  of  1 to  6,  where  I = ‘Strongly  agree  ’ and  6 = 'strongly  disagree  would  BTs  MCSEP 

Question  10:  Would  the  MCSEP  solution  enhance  your  ability  to  meet  the  competing  objectives  of  reducing  costs 
whilst  improving  ser\>ice  levels? 


Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


n dJ'dr\A\  ^Un^V 

Vy"  I V/lA  ^ ^ ^ ^ J 


I vn  Cl 


(£)  I.  " / 

Question  1 1 Would.  MCSEP  be  something  you  would  seriously  consider? 

Strongly  agree  - press  I 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

If  response  is  broadly  positive,  go  to  =>  Question  12  (see  below) 

If  response  is  broadly  negative,  go  to  =>  Question  1 7. 

Well,  you  seem  (reasonably)  fvety]  positive  to  the  idea  (!)  fin  principle].  However,  some  of  you.,  not  so 
sure?  What  1 woidd  like  to  do  now  is  ask  those  of  you  who  are  broadly  positive  to  the  concept  to  define 
which  attribute  is  most  appealing,  and  for  those  of  you  with  some  reservations,  to  identify  why. 


First  the  positives: 

• Question  12:  What  aspect  of  the  proposition  most 


J I - i 


1 


Rationalising  procedures,  therefore  sa\  ing  costs  - press  I 
Rationalising  procedures,  therefore  improving  customer  sen  icc  - press  2 
Both  of  the  above  - press  3 


{_flAr~e  I J (l~  6 I 
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conimentan’  on  data. 


And  now  I’d  like  to  ask: 

• Question  13:  What  aspect  of  the  proposition  makes  it  most  relevant  to  your  business?  Because  your 
organisation  ... 

Uses  call  centres  / has  a high  level  of  customer  contact  - press  I 

Is  concentrating  on  core  activities  - MCSEP  could  handle  non-core  - press  2 

Wants  to  offer  customers  the  facility'  of  on-line  changes  and  real  time  updates  - press  2 

All  of  the  above  - press  4 

None  of  the  above  - press  5 

commentary  on  data 

1 now  want  to  focus  on  areas  where  some  of  you  may  have  a few  uncertainties  about  services  delivered  over 
an  Extranet 

On  a scale  of  one  to  six.  where  I = “strongly  agree  " and  6 = “strongly  disagree  ”,  please  give  your 
response  to  the  following  four  statements: 

• Question  14:  Because  in-house  staff  are  made  redundant.  I am  deterred  from  using  externally  managed 
services  (outsourcing). 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 

Strongly  disagree  - press  6 \ \ r \ 

IV  1V\7  ev\ 

• Question  15:  Whilst  data  security  is  a problem.  1 am  confident  that  BT  can  handle  this  sati.sfactorilyh- 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

f — Specifically  Crirjeck  ilef 

• Question  16:  Corba  complaint  software  tools  would  overcome  the  problem  of  accessing  data  .held  on  our  A <•  fi  vf  / 1 
legacy  systems 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


Instruction  to  GDE  - piece  results  from  last  three  questions  on  one  screen. 
Note  to  GDE:  now  go  to  go  to  =>  (Question  21 


Well,  you  seem  not  too  positive  to  the  idea  . although  there  are  a group  of  people  here  [point  to  chart]  who 
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are  (broadly  positive) [ undecided],  perhaps. 

I’m  sure  the  panel  would  find  it  interesting  to  know  the  reasons  for  your  caution...  So  I’m  going  to  probe 
these  issues  now. 


First  of  all,  on  a scale  of  1 to  6 where  I = “strongly  agree  ” and  6 = “strongly  disagree  ”,  ... 
• Question  1 7\  Is  BT  the  type  of  company  you  would  consider  for  this  kind  of  service? 


Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


(ytfA[^  ^v'e  if  unruU 

SeV\nV  ^ Cfwi'V  U . ( 


Commcntar>'  on  data  - question  to  audience;  perhaps  you  w ere  surprised  that  BT  w ould  want  to  become  involved  in 
this  area  at  all?  Is  anyone  here  a Service  View'  user?  (dialogue  with  attendee). 

Again  on  a scale  of  1 to  6, 

• Question  18:  If  security  issues  can  he  addressed  for  handling  mission  critical  data,  does  using  externally 
managed  services  (outsourcing)  present  a problem  for  your  company? 


Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


X\/Xs  UOA/il  ^ 

15  (W  (aOHv  tw 

h SCCLAVll^^. 


Commentary  on  data.  Question  to  audience  - is  there  anyone  here  who  would  not  consider  outsourcing 
because  of  sensitivities  about  laying  off  in-house  staff?  y S-e^^S 

I now  want  to  probe  your  views  on  your  in-house  IT  infrastructure ...  Ck£-C<4Cf  ^ 

(JT  CCA-]  ifloject  AA-cthi  A-thiirX  e+t}  ^ 

• Question  19  : With  Corba  compliant  software  tools,  do  you  believe  that  BT  would  he  able  to  interface 
effectively  with  your  legacy  systems? 


I 

I 


Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 
Don ’t  Know  - press  7 


• Question  20:  Do  you  think  that  BT  could  sati.factorily  handle  data  security  i.'isiies? 

Strongly  agree  - press  1 
Agree  - press  2 
Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 


I 
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And  finally,  a few  questions  which  might  he  of  particular  interest  to  Sun  and  Oracle... 


• Question  21::  By  the  year  2000,  do  you  agree  that  in  your  company,  purcha.ses  of  network  computers  will  be 
greater  than  those  fior  PCs? 

Yes  - press  1 
No  - press  2 
About  equal  - press  3 
Don 't  know  - press  4 


• Question  22:  In  fiuture,  do  you  agree  that  an  increasing  amount  ofimi.ssion  critical  busine.ss  wilt  he  handled  over 
the  Internet  and  corporate  Extranets? 


Agree  - press  2 
Somewhat  agree  - press  2 
Somewhat  disagree  - press  4 
Disagree  - press  5 
Strongly  disagree  - press  6 

Commentary  on  data 

• Question  23:  Do  you  agree  that  the  servicing  costs  for  NCs  will  he  appreciably  lower  than  those  fior  PCs? 


Slro^glyagree.pressl  S ' Uw  < 

Agree  - press  2 i > v |-  |- 


Disagree  - press  5 
Strongly  disagree  - press  6 

Thank  you  everyone  for  taking  part  in  this  exercise  - We  hope  you’x  e found  it  entertaining  and  informative.  What  I’d 
now  like  you  to  do  is  fill  in  the  short  questionnaire  in  front  of  you  and  please  gi^•e  us  some  feedback  on  today’s  event. 

Paul,  back  to  you. 


Question  to  audience  -who  said  yes?  Why?  Who  said  no?  why?  . Comment  from  Robin  Bloor? 


Strongly  agree  - press  1 


Somewhat  agree  - press  3 
Somewhat  disagree  - press  4 
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OVERVIEW  AND  TRANSITION  TO  JAVA 
COMPUTING 

BT's  National  Business  Communications  (NBC)  is  the  di\  ision  directly 
responsible  for  customer  interEicc.  After  creating  a new  plan  such  as 
MCSS,  NBC  will  call  upon  the  various  software  engineering  centers  within 
BT  for  refinement  and  development.  Such  was  the  case  with  Scr\  iceView, 
an  application  originally  designed  as  a PC  "fat  client"  to  enable  customers  to 
place  their  own  seiA’ice  orders  and  make  changes  directly,  with  access  into 
BT's  internal  systems. 

ServiceView'  has  proven  to  be  an  excellent  tool  for  improving  customer 
satisfaction.  In  fact,  because  of  Serx  iceView's  success.  BT's  long  range 
plan  under  MCSS  would  call  for  its  further  deployment.  But  even  as  NBC 
was  enjoying  enthusiastic  accolades  from  its  major  customers,  the  network 
computing  landscape  was  shifting.  "You  get  to  a point  where  critical  mass 
starts  to  be  a problem.  Once  you've  got  a large  base  of  customers,  you 
have  the  problems  of  support  and  maintenance  of  the  PC  client,"  recalls 
Carlin. 

After  a visit  to  Sun  Microsy  stems  in  early  1996,  Carlin  was  briefed  on  the 
Java  Enterprise  Computing  strategy',  and  recognized  a way  to  deploy  a 
Java-tized  ServiceView  while  keeping  BT's  costs  much  lower  than  the 
PC-based  deployment  model.  "The  value  that  we  get  from  a Java  Desktop 
deviee  is  that  we  ean  eliminate  much  of  that  cost  and  delix  er  it 
(Serx'iceView)  much  more  effectixely  to  our  customers."  explains  Carlin. 

SERVICEVIEW  AND  JAVA  COMPUTING 
- A POWERFUL  COMBINATION 

Serx'iceViexv  offers  many  poxxerful  options  to  BT's  customers.  In  addition 
to  ordering  nexv  lines  or  terminating  a serx'ice.  users  can  place  problem 
reports,  receive  billing  electronically,  revicxv  account  history  and  ex  en  viexv 
their  oxvn  netxvork  and  inx  entory'  of  lines  in  real  time.  Within  a particular 
serxdce,  options  such  as  unlisted  number,  call  xxaiting.  outbound  blocking, 
and  the  redirecting  of  extensions  can  be  defined  or  modified.  "Serx  iceViexv 
has  provided  our  customers  xvith  an  electronic  bond  to  us."  emphasized 
Carlin.  BT  viexxs  these  closer  relationships  xvith  its  customers  as  a xxay  to 
maintain  axxareness  of  nexv  BT  products  and  thus  offer  opportunities  for 
added  revenue.  "We've  had  the  full  support  of  Sun  and  I'm  pleased  to  say 
it's  been  a great  sueeess,"  enthused  Carlin. 

With  a highly  flexible  Java-based  strategy.  BT  has  sex  eral  xxays  to 
introduce  the  "nexv"  Serx'iceViexv  into  the  enterprise  and  see  immediate 
results.  First  is  deployment  to  its  largest  commercial  customers  xvho  xvill  nm 
the  "thin  client"  Serx’iceViexv  applet  at  their  oxvn  facilities  on  JavaStations. 
These  customers  typically  purchase  in  excess  of  $1.5  million  in  services  and 
have  telecom  needs  which  change  on  a daily  basis.  They  include  banks, 
government  and  large  international  firms  many  of  xxhom  nm  call  centers. 

Mid-sized  clients  xvill  be  provided  xvith  the  Serx  iceViexv  applet  and  access 
to  BT's  internal  systems  via  its  commercial  extranet,  typically  nmning  PCs 
xvith  Java-enabled  broxvsers.  This  type  of  serx  iee  could  extend  to  xvell  ox  er 
1,000,000  eustomers  and  alone  xvill  yield  massix  e sax  ings  from  the 
centralized  management  and  deployment  of  Sen  iceViexv.  BT  also  plans  to 
outfit  its  own  call  centers  xvith  JavaStations  to  handle  incoming  serx  iee 


requests  for  small  business  and  private  indix  iduals. 

By  having  its  customers  placing  their  own  serv  ice  orders  directly,  BT  sees 
tw  o immediate  benefits  it  no  longer  has  to  enter  the  order  itself  and  the 
customer  is  happier.  "What  we're  finding  with  the  Java  network  computing 
approach  is  that  we  have  a much  more  cost-cfTcctive  w ay  of  deliv  ering 
services  to  our  customers.  With  the  Java  Desktop  device  we  can  provide 
service  to  a class  of  customer  that  previously  wouldn't  have  been  viewed  as 
economically  viable."  stated  Carlin. 

In  its  first  customer  pilot  project  with  the  ServiceView  applet,  BT  is 
working  collaboratively  with  one  of  its  major  customers,  the  Lincolnshire 
Police  authorit}’,  to  e.xploit  the  benefits  of  network  computing  and 
Java-based  technology.  The  first  Java  applet  enables  the  police  to  go 
on-line  to  a BT  serv'ice  svstem  and  order  new  phone  services  directly.  This 
facility  provides  the  police  with  the  ability  to  place  orders  24  hours  a Day, 
365  days  a year,  enabling  them  to  be  more  responsive  to  comnumications 
requirements  of  major  incidents. 

FUTURE 

BT  is  currently  evaluating  Sun's  Java-based  object  request  broker  JOE  and 
Sun's  middleware  for  distributed  object  modeling  NEO.  Both  products  are 
CORBA  -compliant  and  help  to  speed  the  development  process  for  new 
applications.  "Joe  and  NEO  enable  us  to  do  in  two  weeks  what  in  the  past 
could  have  taken  us  six  months  or  even  longer.  They  are  fast  and  enable 
you  to  interface  with  many  different  systems,  including  those  old  legacy 
systems,"  said  Carlin. 

Carlin  summed  up  by  saying.  "I  think  in  the  future  we  would  see  network 
computing  and  Java  Computing  e.xtending  from  our  major  customer 
environment  to  small  and  medium-sized  enterprises  and  into  the  personal 
customer  world.  In  doing  that,  we  see  ways  for  building  (Java)  applications 
based  in  the  telephone  network  itself  All  of  these  provide  huge 
opportunities  that  we  need  to  grasp  as  we  move  into  the  new  millennium." 
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Java™  Computing 

Sun  Microsystems,  Inc.  is  pleased  to  introduce  Java™ 
Enterprise  Computing  to  the  developer  community.  Java 
Enterprise  Computing  is  a complete,  end-to-end  network 
computing  solution  encompassing  hardware,  software  and 
services. 
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Embedded 
Products 
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"Java  Computing  provides  us  with  the 
potential  to  deliver  superior  customer 
service  to  a broader 

business / commercial  customer  base  than 
is  achievable  through  use  of  existing 
client  technology. " 


Terry  Carlin 
Head  of  Systems  & Service  Strategy 
British  Telecom 
British  Telecom  Java  Success  Story 


Key  Benefits 

There  are  several  decisive  advantages  inherent  in  Java 
Computing  as  deployed  in  the  enterprise: 

□ Sharply  reduced  cost  of  client  administration  as  well  as  big 
savings  in  total  cost  of  ownership; 

□ Rapid  development  and  deployment  of  new  network-based 
computing  applications; 

□ Improved  security;  and 

□ Fuller  use  of  existing  legacy  systems. 
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"Java  Computing  has  already  saved 
us  $6  million  in  application 
development,  dsitribution,  and 
upgrades  for  customers ' PC  hardware 
and  communications.  Even  more 
important  than  the  efficiencies  of 
Java  Computing  is  the  speed  with 
which  new  applications  can  be 
deployed.  Time-to-market  delivery  of 
new  services  to  our  customers  will 
make  the  difference  between  leading 
and  falling  behind. " 

John  F.  Andrews 
President,  CSX  Technology 
Senior  VP,  Technology  for  CSX  Transportation 
CSX  Java  Success  Story 


Solution  Components 

The  core  components  for  Java  Computing  include: 

# JavaStation™  boot  servers:  Sun's  new  network 
computer,  called  JavaStation,  can  be  integrated  into  a 
network  with  any  server.  However,  the  JavaStation  does 
require  a Sun  server  to  boot.  The  two  options  are: 

1.  Netra™  j Servers-:  Fully  integrated  & tested, 

"out-of-the-box"  Java  Computing  web  servers  for  low 
cost  of  ownership,  rapid  deployment,  and  ease  of  use. 
Available  starting  December  19,  1996. 

The  Netra  j Server  includes: 

■ Netra  j Server  (hardware  included  or 
software-only  enhancement  to  any  Netra  i 3.1 
configuration)- 

■ OpenConnect  3270/5250AT220  secure  legacy 
connectivity 

■ Netra:  Award-winning  browser-based 
management  software  for  administering 
clients,  users,  server  and  networking  services, 
setting  up  1/0  cards,  and  installing  and 
backing  up  software 

■ JavaStation  Software  (JavaOS™  Operating 
System,  Hot  Java™  Browser,  Netra  Host 
Services) 

■ Domain  Name  Service  (DNS),  NIS,  and 
IMAP4/POP3  E-mail,  aU  easily  managed 
through  the  Netra  browser-based  GUI 

■ Netra  remote  server  management  capability 

■ Netscape  Enterprise  Server 
(industrial-strength  Web  server  with  Web 
performance  enhancements)  and  LiveWire  file 
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management 

■ Netra  Partner  Program  CD  of  Java 
applications  (available  CYQl) 

■ Netra  Java  Computing  Library  of  tools  and 
information  for  deploying  Java  applications 

■ Built-in  Fire  Wall-First!,  virus  protection,  and 
intrusion  detection 

■ OpenVista  3270/5250A^220  GUI  builder  for 
Java  clients 

■ Java™  Workshop™  development  toolset, 

JDK™  Software,  and  Netscape™  Navigator™ 
Gold  authoring  software 

■ Java  Virtual  Machine  for  running  Java 
applications  on  the  server 

■ Solaris  2.5.1  (Server  Operating  System) 
pre-installed 

Options:Any  Solaris  2.5.1-compatible  software  from 
Sun  or  third  parties,  plus  Java  applications  from 
Sun's  Java  Solution  Guide,  which  is  located  on 
http://www.sun.com 

1.  Netra  j Servers  support  PCs,  Macs,  UNIX®  workstations, 
Novell  NetWare  (IPX/ SPX)  clients,  and  network  computers  that 
are  compliant  with  the  NC  Reference  Specification. 

2.  If  you  already  have  a Netra  Internet  Server,  you  can  purchase 
the  Netra  j Enhancement  Software  to  turn  your  existing  system 
into  a Netra  j Server. 

For  more  information,  see  the  Netra  i web  page. 

2.  Solaris  Web  Server:  Sun  offers  upgrades  that  turn 
any  Ultra™  Enterprise™  Server,  and  other  Sun™ 
servers,  into  JavaStation  boot  servers. 

Start  with  an  existing  Solaris  Web  Server,  which 
includes: 

■ Sun  server  (hardware) 

■ Solaris  2.5.1  or  later  (server  operating  system) 

■ Solaris  Internet  Server  Supplement  (optional 
web  performance  enhancement) 

■ Any  Web  Server  software  you  choose 

Then,  simply  add  the  JavaStation  Software 
Environment  1.0  (JavaOS  Operating  System, 
HotJava  Browser,  DHCP,  and  administration  tools) 

Options:  Any  Solaris  2.5.1-compatible  software  from 
Sun  or  third  parties,  plus  Java  applications  from 
Sun's  Java  Solution  Guide,  which  is  located  on 
http://www.sun.com 
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JavaStation:  Sun's  new  network  computers  can  be 
ordered  now.  When  you  purchase  a JavaStation,  you 
automatically  receive  the  right  to  use  the  JavaStation 
Software  Environment.  Netra  j and  JSE  contain  the  actual 
software  and  documentation  to  get  started.  There  is  no 
limit  on  the  number  of  JavaStation  licensed  to  run  from 
one  server. 

For  a limited  time  only  with  this  developer's  release,  we 
are  offering  the  JavaStation  Software  Environment  1.0  for 
Java  Computing  Servers  FREE  of  charge  from  this  web 
site. 

View  Internet  License  agreement  prior  to  downloading 
software. 

Click  here  if  you  accept  the  license  terms  and  want 
to  download  a FREE  copy  of  Sun's  JavaStation 
Software  Environment  1.0. 


Click  here  if  you  do  not  accept  the  license  terms  and  wish 
to  return  to  view  other  JavaStation  information. 

Important  Disclosures  about  this  Developer's 
Release: 

1.  This  Developer  Release  was  designed  to  jump  start 
pilot  projects  and  development  efforts  so  that  key 
Independent  Software  Vendors  (ISVs)  and  Valued 
End  User  (VEUs)  Customers  would  be  ready  for 
volume  deployments  by  mid- 1997.  Sun  has  created 
special  programs  to  assist  these  developers.  We  do 
not  recommend  using  this  release  without  a 
Java-certified  System  Integrator  or  Sun's  direct 
assistance. 

2.  The  JavaStation  Software  Environment  1.0  was 
designed  and  tested  to  boot  from  Sun  Servers  to 
JavaStation  ONLY.  Do  not  try  to  download  Hot  Java 
Browser  and  JavaOS  Operating  System  (the  client 
side  components  of  the  JavaStation  Software 
Environment)  to  other  desktop  hardware  platforms. 

"Java  and  the  JavaStation  really  lower  the 
cost  of  ownership...  they  put  more  real-time 
information  into  the  hands  of  decision 
makers. " 

Tom  Kitrick 
VP  Emerging  Technologies 
First  Union  National  Bank 
Capital  Markets  Group 
First  Union  Java  Success  Story 
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Questions  or  comments  regarding  this  service?  webmaster®sun.com 

® 1996  Sun  Microsystems,  Inc.  All  rights  reserved.  Sun,  Sun  Microsystems,  the  Sun  logo,  Java, 
JavaStation,  Solaris,  Netra,  JavaOS,  HotJava,  Java  Workshop,  and  Ultra  Enterprise  are  trademarks  or 
registered  trademarks  in  the  United  Stated  and  other  countries.  UNIX  is  a registered  trademark  in  the 
United  Stated  and  other  countries,  exclusively  licensed  through  X/Open  Company  Ltd.  NetWare  is  a 
registered  trademark  of  Novell,  Inc.  in  the  United  States  and  other  countries.  Netscape  Navigator  is  a 
trademark  of  Netscape  Communications  Corporation. 
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More  power  to  bring  an  audience  to  life 
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Group  Dynamics  has  been 
bringing  audiences  to  life  ^ 

for  weft  over  a decade  and  can  now 

achieve  this  more  quickly,  efficiently  and  economically 

than  ^er  before  tisin^  our  cableless  electronic  voting  system. 


oO® 

o®® 


Here's  how... 

Give  every  member  of  your  audience  a keypad. 


Project  the  question  you  want  answered  onto  a screen. 


together  with  a few  possible  answer  options.  Ask  the  audience 
to  push  the  appropriate  button  of  their  choice  and  "hey  presto" 
a histogram  comes  up  immediately  on  screen  showing  their 
collective  response. 


/ n VO i ve d,  res oonsive 


and  alive 


And  all  this  without  the  mess  of 

cables  running  between  the  seats  with  an 
installation  time  so  fast  if  you  blink,  you 
miss  it  (well  almost). 

Having  brought  your  audience  to  life  you 
are  now  set  up  to  record  every  button 
pressed,  the  sequence  of  presses  and  the 
time  taken  to  press,  by  individual  keypad, 

■:9!I  3 group  response  system,  or  GRS 

The  GRS  of  itself,  will  not  of  course  enliven 
any  audience  It  is  the  creative  application 
of  this  exciting  and  novel  medium  that 
will  realise  the  benefits  you  are  looking 
for,  which  will  in  turn  be  determiried  by 
the  objectives  of  each  meeting.  rMthough 
the  requirements  of  any  conference 
will  be  unique,  there  are  certain  basic 
approaches  which  have  successfully  been 
used  on  a large  number  of  occasions 
that  serve  to  demonstrate  some  possible 
uses  of  the  GRS  and  some  particular 
advantages  to  you. 


Counter  revolution 

One  of  the  fundamental  attributes  of  the 
GRS  is  its  ability  to  "profile’' an  audience, 
identifying  such  characteristics  like 
gender,  age,  educational  background, 
newspaper  readership,  nationality, 
knowledge  of  a topic,  whatever. 

Armed  with  this  knowledge,  speakers 
can  adapt  their  presentations  to  meet 
the  needs  of  their  audience. 
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Beyond  compare 

Because  the  GRS  can  identify  each 
keypad,  you  can  compare  opinions  within 
audiences,  and  dispfay  the  varying 
responses  of  individuals  or  sub-grqups 


For  example,  with  medical  audiences,  we 
have  identified  doctors'  naiionallties  and 
later  in  the  symposium  broken  down  their 
GRS  replies  by  country. This  often  reveals 
guile  substantial  variations  in  medical 
approach,  Organisers  have  also  used  this 
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Quizzes  for  the  light-fingered 

Quizzes  using  the  GRS  are  great  fun,  and 
probably  demonstrate  the  system  at  its 
most  flamboyant.  (They  can  also  have 
a serious  element). 

The  quiz  application  has  boon  used 
primarily  In  sales  conferences  and  on 
television  game  shows,  but  it  has  also 
played  an  important  role  in  training 

Highest  scoring  sales  region,  higiiest 
scoring  sales  person  in  the  sales  force, 
knockout  playoffs,  time  reaction  tests  and 
many  many  more  styles  have  been  used. 

In  the  Overall  quiz  context  one  of  the 
simplest,  yet  most  appealing  features 
of  the  GRS,  is  its  ability  to  put  winners’ 
names  up  on  the  screen,  instantly. 

This  always  generates  a highly  positive 
reaction  and  of  course,  the  ability  to 
be  able  to  recall  all  the  results  allows 
checking  of  the  overall  level  of 
knowledge  at  a later  stage. 


Collective  response  ability 

Believe  it  or  not,  the  GRS  can  also  enable 
speakers  to  get  Out  of  what  can  be  really 
. . C nasty  spots. 


comparative  technique  to  contrast  an 
expert  panel's  view  with  those  of  the 
audience,  thus  allowing  tire  panel  to 
comment  on  any  significant  differences 
and  the  audience  to  react  appropriately 
Yet  anoilier  variation  on  this  theme 
features  on-screen  comparison  of 
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audience  response  information  from 
one  meeting  to  the  next.  Many  more 
approaches  have  been  used 


It  is  our  experience  at  meetings  that  there 
is,  alt  to  often,  an  individual  who  has  a 
"drum  to  bang"  but  who  doesn't  represent 
the  viewpoint  of  the  majority.This  can 
be  highly  dangerous  because  such 
individuals  can,  at  worst,  sway  the 
audience  completely  away  from  your 
planned  objective  or,  at  best,  waste 
a lot  of  valuable  meeting  time. 

By  using  the  keypads  you  can  find  out 
If  IncJeeci  this  person  does  represent  a 


majority  and  whether  or  not  the  matter 
does  really  deserve  attention. 
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Button  down  scholars 

At  its  most  simplistic  lovel.  the  GRS 
allows  trainers  lapitHy  to  js^ess  the  level 
of  understanding  atiiongst  a group  of 
trainees  simply  by  posing  multiple  choice 
questions  and  obtaining  instant  visible 
feed-back.  What's  more,  this  asses*iment 
can  bo  made  quickly,  easily  and 
continuously  tiuoughout  each  lecture, 
enabling  the  trainei  to  sec  at  a glance  the 
progress  being  niade  by  individual  and 
the  group  and  thus  to  see  exactly  where 
extra  tutorial  activity  may  necessary. 

A less  obvious,  but  highly  significant 
advantage  of  the  GRS  m this  particular 
application  ttj  training,  1*1  that  it  moves 
intensive  tuition  vety  firmly  away  from 
the  classroom  atmosphere,  so  disliked 
by  many  employees,  without  losing 
overall  control. 

Touch  and  glow 

Case  historie5  lend  tliomseleeb  to 
audience  involvi?inerU  by  putting  their 
presentation  into  jn  altogether  more 
interesting  framework. The  fonnat 
speakers  use  Involves  sotting  up  a 
scenario,  actors  or  videotape  and 
stopping  tlic  proceedings  at  a crucial 
pulrn.  They  then  ask  the  audience.  'What 
would  you  do  noKt’"The  results  allow 
them  to  see  the  judgement  of  all  those 
present,  and  to  provoke  disi  ussion  on 
how  to  handle  cer tain  situations,  thus 
turning  a set-up  into  a convincing 
simulation  of  real  life. 


more  power  to  bring 
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Time  to  sit  down  and 
be  counted 

Asking  appropriate  probing  questions, 
and  putting  the  results  obtained  to  work, 
improves  your  chances  of  achieving 
meeting  objectives  immeasurably 

Only  you  can  know  what  you  want  out  of 
any  meeting,  but,  to  be  able  to  check  that 
you've  arrived  at  your  objective  before 
it's  all  over  and  to  take  corrective  action. 

If  necessary  during  the  event,  is 
obviously  extremely  valuable 

Fingeratively  speaking 

In  all  the  excitement  of  the  system’s  uses, 
we  haven't  forgotten  the  basic  need  to 
make  the  visual  presentation  of  the 
audience's  respotsse  as  attractive  and 
interesting  as  possible.  As  well  as  a 
plethora  of  ways  of  animating  different 
types  of  histograms  and  pie  charts  wc 
can  now  create  moving  graphs  from  cars, 
spiders,  stretching  people,  30  models, 
.tnythirtq  you  like!  Alongside  this  the 
motiors  of  the  -graphs"  can  be 
synchronised  to  stereophonic  sound 
effects  and  music  and  overlaid  on  full 
colour  photographic  backgrounds.  For 
the  technically  minded  we  can  also  mix 
our  pictures  with  other  video  sign,ils.  As 
an  added  bonus  we  record  all  the  results 
for  future  use. 


ov/  and  give  yourself 

your  audience  to  life 
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Pressing  engagement 

Group  Dynamics'  wealth  of  experience  In 
the  field  of  participative  conferences  and 
mootings  is  second  to  none.  Our  client  list 
reads  like  the  Yellow  Pages,  (we've  even 
been  used  by  royalty)  and  the  list  of 
places  we've  worked  in,  tike  countries 
attending  the  Olympic  Cjames.  Not  to 
mention  venues  which  run  the  gamut 
from  huge  conference  halls  through 
broadcast  standard  TV  studios  to 
greenfield  sites.  All  our  technicians 
operating  out  of  oiir  large  west  London 
premises  are  fully  trained  to  handle  all 
likely  scenarios,  to  ensure  hassle-free 
operation  of  the  system  and  to  help  users 
with  any  queries  they  m,)y  h.ive,  on  the 
spot.  All  in  all.  the  GRS  is  .)  stimulating, 
flexible,  yet  simple  tool  ferr  modern 
meetings  and  conferences  Add  to  this 
Group  Dynamics' Intimate  knowledge 
and  vast  experience  of  this  novel  and 
exciting  technique  and  you  now  have 
an  opportunity  to  make  your  next 
c onference  a truly  inteiaclive  experience 
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Service  Value 


Value  — 


Order 


Large 


•Bulk  Ordcnng 
•On-line  upload 
•Real  Time  Updates 
•Audit  Trail 
•Video  Conf 


Problem 

•On-line  upload 
•Real  Time  Updates 
•Audit  Trail 


I 


T 


I 


I 


♦WWW  access  to 
Products  & Services 
Catalogue 


‘WWW  Reporting 


Small 


Reports 

Bespoke 

Consultancy 

On-line 


I 


Standard 


Config 

•On  line  changes 
•Real  Time  Updates 
•Audit  Trail 


I 


Billing 

•View  Bill 
•Bill  Analysis 
•Financial  Reorts 
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•WWW  access  to 
standard  bill 
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Good  Morning  Everyone. 

Let’s  start  with  a question.  The  question  is;  How  do  we  survive  in  the  fuzzy  future? 

By  fuzzy  future,  1 mean  there’s  a lot  of  uncertainty  out  there,  in  terms  of  cable 
modems  and  cable  companies,  so  for  the  Telco  industry,  it  is  actually  quite  difficult  to 
actually  see  through  that  fuzzy  future  to  see  what  is  the  right  line  and  what  is  the  right 
way  for  us  to  progress. 

It  sort  of  almost  ranks  along  other  questions  like,  where  do  flys  go  in  winter?  and 
possibly  who  pays  for  the  Internet.  So  for  us  that  is  actually  a key  que.stion,  but  why  is 
it  so  key?  Let’s  have  a look  at  some  numbers.  228  Fortune  500  companies  were  lost 
between  1965  and  1990.  They  actually  went  out  of  business,  and  the  reason  primarily 
for  these  companies  going  out  of  business  was  because  of  two  primary  shifts.  There 
was  either  a Market  shift,  often  through  regulation,  or  Technology  shifts,  such  that  the 
technology  changed,  that  is  the  cost  base  changed,  such  the  value  that  could  be  added 
to  customers  changed,  and  that  is  what  primarily  drove  the  majority  of  those 
companies  that  were  lost  in  that  period  out  of  business. 

More  interestingly  is  that  in  the  past  5 years,  143  companies  have  fallen  out  of  Fortune 
500  lists.  That  is  actually  a 3-fold  increase  in  the  rate  in  the  la.st  5 years,  so  things 
aren’t  getting  any  easier,  but  actually  getting  tougher. 

So,  the  question  is,  are  we  still  so  confident  and  what  are  we  doing  about  it?  For  us  as 
a company  the  key  to  survival  is  really  about  innovation  - producing  new  products, 
adding  value  to  our  customers,  and  to  provide  value  proposition,  but  also  very  much 
about  speed  of  delivery  of  those  propositions  and  innovations  to  the  market  to 
generate  profit  growth.  The  way  that  you  can  do  that  is  by  driving  customer  delight, 
and  this  is  actually  a key  part  of  our  overall  strategy.  As  primarily  a .service  company. 
It’s  about  increasing  loyalty  to  our  customers  by  giving  them  a.ssurance  of  service, 
visibility  of  service  and  also  quite  importantly,  making  business  much  more  easy  to  deal 
with  us.  If  you  can  do  that  then  you  can  achieve  that  loyalty,  achieve  that  delight  in 
customers  then  you  can  in  fact  increase  your  revenues,  your  business  retention  and 
your  business  growth. 
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The  other  side  of  the  ooin  is  actually  to  reduce  your  operating  costs,  and  much  of  that 
is  about  process  automation  and  what  we  call  a ‘zero  touch  strategy’.  This  means 
giving  our  customers  the  capability  to  deal  with  us  directly,  such  that  you  don’t  have  to 
have  manual  interfaces,  rafts  of  people  filling  out  forms  etc.,  but  electronically 
transacting  business  between  us,  which  1 suppose  one  could  call  electronic  commerce. 

The  other  key  point,  picking  up  from  the  Anderson’s  presentation,  is  about  information 
sharing  which  becomes  vastly  important.  If  you  can  do  that,  then  we  believe,  and  I 
think  we  can  demonstrate,  that  you  can  lower  your  costs. 

The  key  thing  in  all  of  this,  is  that  world  class  companies,  companies  that  are  going  to 
succeed  in  sustaining  their  position  in  the  Fortune  500,  is  to  achieve  the  right  balance 
between  the  three  elements,  and  we  call  that  ‘keeping  the  balance  on  the  three-legged 
stool’.  Now  to  try  and  achieve  that  balance,  we  have  drawnn  up  and  provided  a 
programme  that  we  call  the  Service  Excellence  Programme,  and  its  objectives  are  quite 
simple.  On-line  Customer  Visibility,  Assurance  and  Control,  Customer  Centric  view  of 
service.  By  inventory,  what  that  means  is  if  you  look  at  Telco  companies  that  have  got 
quite  a long  history,  then  over  a period  of  time  they  have  built  up  their  systems,  that 
generally  have  a product  focus,  not  necessarily  a customer’s  focus  and  what  we  have 
tried  to  do  with  our  system  is  actually  to  turn  that  around  and  to  provide  a customer 
focus. 

Also,  lower  delivery  of  costs  by  automation  of  internal  delivery  processes.  Now  we 
call  that,  as  I’ve  already  mentioned,  our  zero-touch  .strategy.  We  have  a realisation  of  a 
zero-touch  strategy  today  in  our  telemarketing  services  where  customers  that  have  call 
plan  editing  suites  for  0800  type  services,  cun  on-line  automatically  reconfigure  their 
core  plans  in  such  a way,  that  only  last  year  would  have  taken  ten  days  to  effect,  can 
now  be  done  on-line  in  1 5 minutes.  The  changes  are  also  implemented  within  the 
network  infrastructure. 
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So  what  does  that  look  like  in  reality?  Well,  we  started  off  and  primarily  focused  on 
our  very  large  major  corporations,  multinational  companies  who  provide  our  MCSS 
and  ServiceView  systems.  What  that  primarily  does  is  it  provides  a customer  centric 
view  of  the  inventory  and  it  enables  customers  to  electronically,  from  a fairly  heavy  PC 
a ‘fat  client’,  as  1 think  was  referred  to  earlier,  interact  with  that  system  and  to  provide 
orders,  repair  trouble  ticketing,  and  also  electronic  billing  and  a view  of  their 
inventory. 

What  that  does,  is  it  interacts  with  our  back-end  main  frame  systems,  the  primary 
transaction  processing  engines  to  carry  out  the  billing,  etc.  It  also  interconnects  into 
the  network  and  the  underlying  network  infrastructure  to  enable  on-line  performance 
monitoring,  on-line  configuration  of  the  network,  but  also  on-line  alarm  monitoring 
and  flagging,  which  really  then  flags  that  back  right  through  from  that  inventory,  right 
through  to  the  cu.stomer’s  clients  so  that  they  can  actually  sec  what’s  happening  to 
their  service  in  real  time.  Now  that  was  OK,  but  there  was  increasingly  a demand  from 
our  customers  and  to  a certain  extent,  from  our  .sales  force,  that  said  well,  it  is  OK 
doing  this  for  the  very  large  customers,  but  what  about  the  ones  that  aren’t  so  big, 
can’t  we  do  something  for  them?  So  the  demands  really,  were  about  service 
information  for  all  of  our  business  customers. 

Also  sharing  information,  and  there,  we  are  really  talking  about  sharing  information 
between  our  sales  force,  our  service  organisation  and  al.so  our  customers.  Also 
platform  independence,  what  was  happening  there?  Having  established  the  thin  client 
in  the  customers  premises,  it  presented  the  customer  with  a series  of  opportunities,  like 
distributing  that  capability  to  reduce  overall  administration  costs,  linking  it  into  their 
own  finance  administration  systems  to  enable  authorisation  to  take  place  on-line,  etc, 
and  really  to  smooth  the  flow  and  the  overall  admini.stration  costs  at  the  customre 
premises.  Now  we  really  originally  took  the  objective  of  getting  the  PC  client  out  into 
the  field  but  having  then  received  this  demand,  we  were  faced  with  having  to  convert 
that  fat  client  onto  a whole  series  of  platforms,  in  addition  to  that  our  sales  force  were 
actually  running  on  portable  PC’s. 
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So  what  was  the  internal  requirement?  From  the  BT  perspective,  we  also  had  a very 
high  cost,  not  of  only  delivering  this  capability,  but  also  reducing  the  costs  the  ongoing 
support  costs.  That  was  actually  quite  a major  factor  that  was  inhibiting  us  from 
moving  from  just  our  major  customers  into  a broader  range  of  business  customers. 

And  as  I’ve  already  mentioned,  that  we  also  because  of  that,  needed  a run-anywhere 
platform. 

Another  key  issue  is  overall  security,  and  that  was  why  initially  we  had  dedicated 
private  circuit  links  into  thr  PC.  We  then  moved  onto  ISDN  and  really  what  we 
wanted  to  do  was  have  an  absolutely  secure  system,  so  the  earlier  comments  about 
security  concerns  were  actually  a major  feature  of  what  we  needed  to  tackle  as  an 
overall  problem.  So  what  did  we  do  about  it?  Well  we  introduced,  through  the 
intranet;  the  BT  Intranet;  through  a fire  wall;  access  to  both  the  customer  client  ‘thin 
client’,  through  to  our  sales  force  and  also  into  our  service  centres,  which  was  enabled 
by  Java.  It  is  a pure  Java  development,  but  it  does  interact  and  interface  into  the  core 
system  that  we  built,  shown  there  as  the  generic  .service  platform  which  is  actually  built 
on  an  Oracle  platform. 

So  what  it  looks  like  now  is  that  we  have  the  ‘thin’  client  sitting  in  our  ServiceView, 
either  Java  desktop  device,  and  in  the  case  that  we’re  going  to  demonstrate  in  a few 
minutes  we  actually  have  this  up  and  running  with  live  clients,  we  are  going  to 
demonstrate  the  Lincolnshire  Police  trial  which  we  currently  have  as  a Beta  Pilot.  We 
are  using  the  Joe  and  Neo  technologies  to  interface  into  the  back-end  business  objects, 
using  corber  wrappers  round  the  back-end  system.  As  you  can  see,  using  PL  sequel  to 
access  the  database. 

That  is  sort  of  a general  overview  of  the  system.  Let’s  ju.st  have  a look  at  that  in 
reality. 


I think  you  ought  to  sort  of  before  we  just  go  into  this,  the  Java  desktop  device  that 
was  being  kicked  around  on  the  .stage  earlier,  we  actually  have  taken  that  and  just 
plugged  it  in  so  it  is  actually  operating  live,  over  an  ISDN  link  back  to  our  servers. 
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Lee  is  one  of  our  developers,  in  fact  a key  developer  on  this  project,  I would  like  to  be 
able  to  say  we’ve  got  another  7000  of  these  developers,  that  have  gone  from  C++  to 
Java,  I won’t  quite  say  that’s  7000  of  the  100,000  we  were  looking  for  earlier,  but 
Lee,  would  you  just  like  to  show  us  through  the  demo  of  the  ServiceView  applications, 
please. 

As  Terry  mentioned,  this  is  the  ServiceView  version  for  the  Lincolnshire  Police 
Authority  and  as  you  can  see  from  the  logo  up  here,  this  has  been  customised 
specifically  for  them.  There  are  two  areas  to  point  out  specifically  here,  the  shared 
workspace  area,  for  the  shared  information,  and  the  feature  set  down  the  side  here, 
we’ll  look  at  the  shared  information  first. 

An  example  of  that,  here  is  some  information  about  the  BT  people  in  the  Service 
Centre  who  look  after  the  individual  customer.  Now  the  key  point  in  this  is  that  our 
service  centres  are  often  remote  from  the  actual  customers  they  are  serving,  so  this  is 
actually  Just  a way  of  making  it  much  more  u.ser  friendly,  easier  too  nd  really  trying  to 
build  on  a partnership  model  that  we  try  to  work  with  out  major  clients.  Another 
extension  of  that  principle  is  a shared  on-line  diary,  which  can  be  used  by  the  customer, 
the  service  team,  sales  force  and  anybody  else  who  has  dealings  with  that  individual 
customer.  It  can  be  looked  at  and  edited  by  any  of  those  aforementioned  people.  And 
the  key  thing  there  is  that  not  only  can  you  profile  the  authoring  of  this,  but  it  gives 
once  again  that  shared  activity  so  that  for  example,  the  major  customer  can  say  well 
this  is  actually  very  important  to  know  about  that  and  it’s  actually  registered  to 
everyone  who  is  involved  in  that  account 

Another  area  where  we  were  having  a few  problems  was  in  the  validity  of  information, 
versioning  is  obviously  a big  problem  and  so  here  we  can  see  a network  diagram,  the 
names  have  been  changed  to  protect  the  innocent  of  the  Lincolnshire  Police 
Authority’s  network  and  so  this  allows  us  to  sing  from  one  hymn  sheet  and  again,  all 
those  people  I mentioned  before  can  see  this  and  check  that  this  really  is  the  bang  up- 
to-date  version  an  d find  out  the  state  of  the  network. 
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So  once  again,  our  service  people,  the  customer  and  even  our  field  people  can  all 
actually  now  use  a common  reference,  a common  set  of  documentation  so  that  no 
lunger  you  get  into  the  argument  of,  well  that  was  changed  six  or  eight  weeks  ago,  so 
what  has  happened  to  that.  The  other  key  thing  about  that  is  that  we  are  currently 
working  on  interacting  with  those  documents  live  with  the  trouble  alarming 
information,  so  you  get  real  time  updates  on  if  there  are  any  problems  or  issues  going 
on  in  that  particular  network,  and  we  hope  to  have  that  up  and  running,  probably 
round  about  Christmas  on  pilot. 

Well,  enough  about  that,  let’s  see  some  of  the  more  advanced  feature  sets,  and  this  is 
the  exciting  bit,  so  let’s  hope  it  works!  What  we  are  actually  going  to  do  is  place  an 
order,  so  let’s  imagine  now  that  we  want  a new  PSTN  line  and  we  re  the  customer,  we 
don’t  have  to  phone  up  the  service  centre,  we  don't  have  to  fill  out  any  long-winded 
horrible  nasty  forms,  we  can  all  do  it  on-line  and  dead  easy,  and  I say  dead  easy,  1 11 
show  you  now.  So  it  provides  a set  of  nice  and  easy-to-use  forms  and  there  context 
coded  asweU,  so  if  I’m  ordering  in  this  case  a PSTN  line,  it  will  only  give  me  the  parts 
of  the  form  which  are  specific  to  PSTN.  Which  obviously  makes  it  a lot  easier  to  fill 
out. 


I’ll  just  put  in  a few  values  here  ...  you  can  see  that  we  ve  got  a simple  sort  of  wizard- 
like interface,  so  we  can  go  back  and  next  and  finally  once  I’ve  finished  tilling  out  all 
this  information,  you’ll  see  that  the  finish  button  there  at  the  end  comes  alive  and  1 can 
then  complete  this.  So  let’s  just  till  in  the  service  specific  area.. .what  shall  we 
have?.. .Modem. ..and  then  what  we  can  see  is  a surrunaiy  here  of  the  order  that  I’ve 
just  entered,  so  1 can  check  that,  that  is  really  exactly  what  1 wanted  and  that  looks 
pretty  good,  so  what  we’ll  do  now  is  submit  this  and  it  will  get  sent  off  through  the 
middle  level,  back  into  the  main  BT  transaction  processing  legacy  na.sty-horrible 
databases.  It  does  take  just  a moment  (they’re  not  all  that  horrible,  but  they  certainly 
are  distributed!)  so  we’ll  send  this  off,  it  will  just  take  a few  moments,  so  while  we’re 
doing  that,  we’ll  have  a look  at  another  litde  feature,  which  is  the  themed  alert 
window.  When  something  happens  in  the  network,  then  the  little  light  flashes  and  this 
is  targeted  at  the  Lincolnshire  Police  Authority,  so  (we  thought  that  was  rather  neat!) 
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Anyway,  that  provided  a nice  little  diversion  and  we  can  actually  see  that  the  system 
has  come  back  to  tell  us  that  the  order  has  been  placed  and  you  can  also  see  here  there 
is  a reference  number,  which  is  generated  from  the  database,  which  can  then  obviously 
be  used  to  track  that  order  throughout  the  system.  There  we  go,  just  ordered  a new 

telephone  line. 
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OK,  Thank  you  very  much,  Lee. 

You  might  be  sitting  there  wondering,  well  hang  on  a minute,  aren  t we  doing  BT  s 
service  centre  job,  isn’t  the  customer  now  doing  something  that  they  didn’t  have  to  do 
before,  well  the  key  to  that  is,  and  we’ve  done  quite  a bit  of  research  and  detailed  work 
on  that,  is  that  in  fact,  it  costs  customers  quite  a lot  of  administration  charge  and  one 
figure  that  we  have  is  that  is  cost  customers  individually  something  like  £70  in 
administration  costs  on  themselves  to  generate  their  own  orders,  to  then  record  them 
to  run  their  own  inventory  matching  systems  etc.,  so  this  actually  eliminates  in  fact 
costs  from  the  customer,  it  also  then  speeds  the  time  of  the  orders  and  in  fact  they  can 
see  and  track  what  is  happening  to  that  order  in  real  time  for  the  delivery  date  etc.  so  it 
is  a real  win-win  situation,  the  customer  wins  and  wc  win,  because  we  actually  reduce 
our  costs,  we  actually  help  achieve  customer  delight  and  the  customer  benefits  from 
both  having  a much  better  assurance  of  his  service  and  also  reducing  his  own  internal 

co.sts.  For  us,  that  is  very  very  key. 

Thank  you  Lee. 

Right,  .so  if  we  just  move  off  of  that,  we  really  do  have  this  clear  focus  that  our  goal  is 
to  delight  our  customers,  while  simultaneously  reducing  our  costs,  we  sometimes  refer 
to  that  as  a double  whammy!!  Our  solution  to  that,  is  really  to,  through  our  intranet 
and  through  the  .sharing  of  information,  provide  that  common  set  of  information  to  our 
sales  force,  to  our  service  people,  to  the  customer,  most  importantly,  but  also  to  our 
field  operatives.  So  that  we’re  just  running  through  a programme  at  the  moment,  to 
role  out  devices  to  our  field  staff,  so  that  they  can  electronically  communicate  with  this 
system  aswell.  So  that’s  very  easy  to  say,  well  that’s  the  answer,  but  in  fact,  there  are 
a number  of  key  fundamental  issues  that  you  have  to  deal  with  in  implementation 
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aswell.  One  is  that  you  have  to  have  an  absolute  key  focus  on  the  customer  value 
proposition,  and  we  believe  that  is  what  we  have,  you  have  to  deal  with  people  change, 
because  a lot  of  people  that  work  in  these  sorts  of  environments,  their  primary  skill,  is 
in  fact  working  into  those  back-end  main  frame  complex  systems  and  what  we’re 
actually  working  at,  is  actually  changing  that  mine  set  to  this  whole  issue  of  developing 
the  relationship  with  the  customer.  Obviously  the  system  change,  we  have  talked 
about,  but  also,  a key  focus  on  process  change  and  data  integrity  and  the  data  integrity 
issue  for  us  is  one  of  the  key  fundamentals,  it  is  actually  one  that  is  very  very  difficult 
and  it  is  one  that  we’ve  been  working  at  extremely  hard  and  we  believe  we  re  getting 
very  close  to  getting  that  key  linkage  between  the  front-end  data  and  the  data  that  the 

customer  sees. 

So,  how  do  we  survive  in  a fuzzy  future?  Now  we  believe  that  the  formula  that  you 
saw  earlier,  which  is  about  customer  need,  technological  change  or  technological  shift, 
does  mean  that  there  is  a powerdime  shift  going  on  at  the  moment  and  it  is  only  by 
understanding  that  shift  and  actually  exploiting  it,  that  you  can  maintain  and  achieve 
real  competitive  leading  edge  values.  Now  I think  it’s  only  that  way  that  we  believe 
that  we  will  still  be  around  in  the  next  ten  years  still  on  that  Fortune  500  listing  and  1 
just  hope  that  we’ll  all  be  there  together. 


Many  thanks 
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, 

- 

If  you  need  to  know  inoie,  I'd  be  dcliQhteci  to 


Regards,  Lisa 


( (.'(.n' l.c>m<  I rax  No: 


U1  /bJ  b/  /Jll) 


6S6 


\'Ai  Nti 


j J<(  M..1  r|,  1 u.'I  .M,'  .■>^V(j7i2 
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CORPDOTA  LTD 


01626777500 


POX: 01626777500  PAGE  07 

ELECTRICAL  & FLEC  I RONIC:  1 :N( I N 1 :i - RING 

Insulated  wires  and  cables 
Basic  electrical  equipment 
Electrical  equipment  fur  industrial  use 
Batteries  and  accumulatois 
Alarms  and  signalling  equipnieni 

Electrical  equipment  fur  im)tur  vehicles,  cycles  and  aircran 
PCD  manufacture!  s 

TELRCOMMUNICATIONS/MEAS U king  HQU  1 PMI -;N'1 

Telegraph  and  lelepliune  apparatus  and  equipnieni 
Electrical  instruments  and  cunlrul  sysinns 
Radio  and  electronic  capital  goods 

Components  other  than  active  componenis  mainly  for  elect) onic  equipment 
Gramophone  records  and  pre-recorded  lapcs 
Active  components  and  electronic  sub  assemblies 
Electronic  consumer  goods  and  other  electronic  equipment 
^^inestic  type  electric  appliances 
Electric  lamps  and  other  electric  lighting  equipment 
Electrical  equipment  installation/engincci  ing 

MANUEAC  i URL  Ql-  MOTOR  VHH1GI  .I-:S  PARIS 

Motor  vehicles  and  their  engines 
Motor  vehicle  bodies,  trailers  and  caiavans 
Motor  vehicle  parts 
Car  revStoration 

Maintenance  of  electric  vehicles 
Vehicle  iiileiiur  conversions 

MANUFACTURE  OF  01  HER  TR  A N S PC) R T EQU 1 1 ‘M 1 : NT 

^upbuilding  and  repairing 
Railway  and  ti  amway  vehicles 
Cycles  and  motor  cycles,  pedals  and  pails 
Aerospace  equipment  manufacturing  and  repairing 
Aeronautical  salvage  engineers 

INSTRUMENl  ENGINEERING 

Measuring,  checking  and  precision  instunnents  and  apparatus 
Medical  and  surgical  equipment  and  orlliopaedic  appliances 
Optical  precision  instruments,  spectacles,  un-mounted  lenses 
Photographic  and  cinematography  equipment 
Clocks,  watches  and  other  timing  devices 


CODE  12 


01626777500 

APRIL  22 > 1997  10=59  CORPDATfi  LTD  FAX: 01626777500 

TECHNICAL  KN(;/MFK/Mi  i Ai  GOODS  ENC/MFR/VEHTCI.R  ENO 
METAL  GOODS 

Fenous  and  non-ferrous  meial  foundries- 

Forging,  piessing  and  stamping 

Bolts,  nuts,  springs,  non-precision  cliains 

Heat  and  surface  tieatineiU  of  metals,  including  sintering 

Metal  doors,  Windows  etc. 

Hand  tools  and  finished  metal  goods 

Cutlery,  tableware  and  razors 

Metal  storage  vessels  (mainly  non- industi  iai) 

Packaging  products  of  metal 

Domestic  heating/cooking  appliances  (le.  non  electrical) 

Metal  furniture  and  safes 
Domestic  metal  manufacture 
Finished  metal  products 
Re-cycling  metal  goods 
Metal  testing 

Injection  moulding  (metal) 

^luclural  & architectural  steel  work 

MECHANICAL  ENGINEERING 
Industrial  plant  and  steelwork 
Agricultural  machinery 
Wheeled  tractors  etc. 

Engineers  small  tools 
Metal  working  machine  tools 
Textile  machinery 

Machinery  for  the  food,  chemical  and  related  indiistiics 

Food,  drink  and  tobacco  processing  machinery,  packaging  ik  bottling  machinery 

Chemical  industry  machinery;  furnaces  and  kilns 

Gas,  water  and  waste  treatment  plant  machinery 

Process  engineering  contractors 

Mining  machinery 

^mstruclion  and  earth  moving  machineiy 
Mechanical  lifting  and  handling  equipment 
Mechanical  power  transmission  equipment 
Ball,  needle  and  roller  bearings 

Machinery  for  plastics,  brick,  wood,  leather,  rubber,  glass  & related  industries 

Laundry  and  dry  cleaning  machinery 

Printing,  book-binding  and  paper  goods  machinery 

Internal  combustion  engines  (except  for  road  vehicles) 

Compressors  and  fluid  power  equipmcni 

Refrigerating  machinery,  space  healing,  ventilating  & an  condition  equipment 
weighing  inachiiiery  and  portable  power  tools 
Other  industrial  and  commercial  machinery 
Pumps  & industrial  valves 

Mechanical,  marine  and  precision  engineering  equipment 
Ordnance,  small  arms  and  ammunition 
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FAX: 01626777500 


CX)K1>I>AT  A 
1.1  M J I i;  j) 

Dtn  Romi  ! rti^ini/oiitl)  I )t'r(>>i  I 1 4 RAT 
'lelcpbonc:  {0tO.’(>'  ' -4U0  Jii\  77/5()() 

P«tfi  I'lo^t./bci)  Cc’unt  Ri'i~ii1t.s 


Ccupdala  KFt: 


559 


PAGE  06 


Data  for  CHKlS  HARRIS  - Doi.f.  1!  i>  / 0 4 / 9 7 a1  J0:41:50  by  LISA 

client  Conipony;  iNl'Di  ^ 

Prop.  Reference  : j (j 

Details  of  subset; 

selection  based  upon  the  crit.^,  la:  - tmployet  on  sjte  parameters;  Minimam=250- 
Industry  Uur » included:  Keictil  sertoj 

Sizes:  ^=249  250-300  301-350  351-400  401-450  451-500  >=501  Total 

Sites;  0 64  17 


19 


16 


80 


201 


Breakdown  of  re^fueated  Decision  Makei  contacts; 

Followiny  counts  are  unique  - tha  second  is  NO!  irn  Judod  in  the  first  etc, 


Sizes  1 

rinanclo 

Coitiputin 


300 

64 

46 

301-350 
1 / 
J 5 

351-400 
3 9 
14 

401-450 

5 
1 ^ 

451-500 

16 

15 

>=501 

79 

7i 

Total 

200 

168 

112 

37 

33 

10 

31 

150 

368 

totals  0 

If  you  need  to  know  moj  o , i'd  bt-  d<-JtgMccl  to  talk  - 01626  777400 
Regards,  Lisa  ( i,  upl.oiiiel  lax  No;  01  /53  57  /311)  a , 

ile-r/iiL 
b / r.)  i' t 


I 
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FfiX: 01626777500 


PfiGE  04 


COKI’DA'l  A 

JIM  I T j;  I) 


0-a  Den  Koiui  'Ii  uiiihiohiIi  I >n  i)u  UJI4  8AF 
Telephone:  {Oln?(^^  y ln\  (OlO.’ei')  ///bVO 

Dcil.n 


Data  Pujpuaal  for  TfcSx  - uoiu.  2e/oa/'il  at  10:42  :!>0  by  DAVE 
client  Company; 

Prop.  Ref  ereiioy ; 0 cotprlrti;i  kel  ; 56  0 

Details  ©t  subset; 

Selection  baifed  upon  the  crltei  i^:-  indm-tty  Sectoj  b included:  Publishing  « 
Media 


Sizes  I 
Sites : 

<=10 

2150 

11-20 

570 

2]  -50 

by  / 

51-100 

204 

Breakdown 

Following 

of  lei^uested  Decision  Msket  font 

Counts  are  unique  - l he  seccud  r 

Sizes : 

P iuanola 
COUiputlii 

<>=lo 

2148 

387 

11-20 

569 

282 

21-50 
by  / 
4 2 H 

bi-luo 

'2  2h 

TOXAbS 

2335 

651 

1020 

4tf^ 

If  you  need  to  Know  nioj  t , I'd  be  dP 


101-250 

251-500 

>=501 

Total 

190 

88 

44 

3903 

■t  : 

NO!'  included  in 

the  first 

etc . 

101  - 250 

251-500 

>=501 

Total 

1 B‘! 

88 

43 

3 89  7 

j /y 

85 

44 

1626 

368 

1 173 

87 

5523 

ghi  ed  1.0 

talk  - 

01626  777400^'"'^ 

Regards,  Dave 


(CUPI  cniiPj  Pax  No: 


9^0 


VAl  Nt>  oOl'  Vi.i.  / M Ki  I.  il  ih  I lii'l.iii.l  N.i 


01626777500 
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FAX: 01626777500 
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C:OK]>l)AT  A 

I-l  M 1 J j;  1) 

O-iS  Hen  Komi  ti  nt)twiun!i  ■ Dci  on  HjI4  SA1’ 

'Ickphouf:  (OJO.’O)  7/,- 400  l„x  (O/OOfO  777500 

Dot,n  CliuiiI 

Data  Pi-epoaal  Lux  Chris  Harris  - Done  ^^/U4/yv  at  10:41:40  bv  LISA 
Client  Cojnpany  # INPU  J 

Prop  Reference;  <,  coipciala  Ket:  558 

Details  of  subeet) 

Selection  baa«d  upon  the  cilieiia:-  indosu  y scoUuh  included:  Engineering 


ir  you  need  to  know  nioj  t , I’d  be  d<^  J 1 ghl.  t'C.:  to  talk  - 01626  77740^’1^ 


Sizes : 

sites  : 

c-25 

5S94 

26-50  51-100 

2 3 8 8 1 4 8 I'l 

101-250 
12  3 6 

251-500 
44  1 

501-1000 

187 

>:=1001 

83 

Total 

11409 

Breakdown 

Following 

of  reguested  Decleioti  Makf-i  Contacts; 

counts  are  unique  - the  second  is  NOT  Inc 

luded  in  the  tirst 

etc . 

Sizes : 

F iiiaiic  la 
CoiiipuLin 

t«25 

5585 

1603 

26-50  51-100 

2386  14/6 

14  00  10  /.-l 

101-250 
12  32 
lojy 

251-500 
434 
4]  3 

501-1000 

186 

183 

>==1001 

82 

80 

Total 

11386 

5791 

TOTALS 

7168 

3786  2549 

2271 

1 852 

369 

162  I 

17177 

Regards,  Lisa 


( CueAopi*-:  Fax  No: 


01753  577311) 


1 ,S%3 

77  1 


VA'l  ' -I  1 Jiii- 


u,  1 i,,*i  .N.,  i2 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 

Date:  22.4.97 


TO: 


Name:  Mr  Rob  Bolton 

Tel.  No: 

Company:  BT 

Fax  No:  01394673723 


FROM:  Chris  Harris 

SUBJECT:  Draft  Table  of  Contents  For  SME  Report 


Confidential  Y / N 

Urgent: 

Y / N 

Page: 

1 of  4 

File: 


Chron 

Contact 

Other 


Dear  Rob 

Please  find  enclosed  a proposed  table  of  contents  for  the  Proposition  Two  (SME)  report  for  your 
comments/approval.  I would  be  gratefi.il  if  you  could  do  this  as  soon  as  possible  to  allow'  us  to 
commence  writing. 


Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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BT  TAO  PROJECT 


INPUT 


Table  of  Contents 


I EXECUTIVE  SUMMARY 

A.  Introduction 

B.  Conclusions 

II  THE  SURVEY 

A.  Objectives  / Methodology 

B.  Sample  composition  (summary  only  - see  Appendix  for  details) 

III  EUROPEAN  SUMMARY  (TOTAL  - 5 COUNTRIES) 

(structure  as  UK  below) 

IV  UK 

A.  Segmentation  analysis 

Vertical  Market 
Size 

PC  ownership  / degree  of  connectivity 

B.  Applications 

Applications  considered  relevant 
Applications  causing  a problem 

Degree  to  which  applications  currently  computerised  or  outsourced 
Attitude  to  Service  Proposition 

Reaction  to  concept  of  3^‘‘  party  application  management  service 

Reaction  to  concept  of  self-managed  service 

Reaction  to  selected  business  services 

Reaction  to  package  of  selected  business  services 

Sensitivity  to  confidentiality  / security  issues 

Rental  v purchase  preferences 

Preferred  method  of  payment 


YNBT 
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BT  TAO  PROJECT 


INPUT 


C.  Attitude  to  Suppliers 

Importance  of  brand  name  in  purchasing  decision 
Supplier  credibility 

- type  of  supplier 
-BT 

- degree  to  which  enlianced  by  partnership 
Interest  in  fliture  information 

D.  Key  Findings  / Conclusions 

V FRANCE 

(structure  as  UK  above) 

VI  GERMANY 

(structure  as  UK  above) 

VII  NETHERLANDS 

(structure  as  UK  above) 

VIII  SWEDEN 

(structure  as  UK  above) 


Please  note  that  this  table  of  contents  is  representative  only  and  we  will  use  our  discretion  to 
identify  significant  findings.  If  the  information  is  perceived  to  be  of  lesser  importance,  then  for 
the  purposes  of  succinctness,  we  will  incorporate  this  into  an  apiiendix.  In  addition  to  the 
report,  INPUT  will  also  provide  an  electronic  copy  of  the  respect  ive  spreadsheets.  The 
confidential  nature  of  which  will  need  to  be  respected. 
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SAP  SERVICES  — EUROPEAN  USER  PERSPECTIVES 


INPUT 


APPENDICES 


A.  Sample  structure 

By  country  / business  sector 
By  country  / size  of  establishment 
By  country  / turnover  of  company 

B.  IT  Infrastructure  & Related  Issues 

No  of  PC’s  installed 
Extent  of  internetworking 
Uninitiated/non-converted/converted  splits 
Use  of  Internet 

Existence  of  centralised  data  processing 
Use  of  external  bureau/remote  DP  services 
Annual  PC  budget  (hardware  / software) 

Difficulty  of  controlling  PC  budgets 
Mission-critical  nature  of  IT 
Perception  of  value  received  from  investment  in  IT 
IT  issues  / problems 

C.  Supplementary  analyses  (listin}’  offuH  verbatim  responses) 

Value  received  for  IT  investment? 

Reaction  to  3^“^  party  application  management  scenario 

Reaction  to  confidentiality  / security  issues 

Rationale  - rental  versus  purchase 

Reaction  to  disclosure  of  BT 

Reasons  for  perceived  lack  of  credibility  of  BT 

D.  Copy  of  questionnaire 


BI62-E 
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FACSIMILE  TRANSMISSION 


To:  Av\(A  M:  vO  L OV/J  c-  ock  . 

Company: 

Fax  Number:  S'TT  3\l 

Pages:  ^ 


foe  ff  tr>ufk»ip^K* 

BISPOKE  CHANNELS  LIMITED 


Lt(ii«  Masih 

Ouoy  Wesf,  TraWo/’d  WKarf  Roud 
Mnnrh^sfer  M 1 7 I HH 
Telephone  016  1 876  782*? 
Foa  0161  077  1 1 37 

•^ail:  l.moaih^b^ipok^honr^lvco.uk 
HHd  //•“'ww  be^OoVe-rhonnuU  co.uV/nbri 


Subject: 

Message: 


G c-  * 
:>Wg  Lji 


■^Wg  Lji  VxvnA  dWci\j:  ^ Wf  i 


^ ? INA  ^ AWi.  ir^C 

U„<i-AsV 


CON'n DBNTIA I tTY  STA  I FMENT 

The  informahon  contained  in  this  facsimile  messajje  i«»  intended  for  thu  use  of  the  individu»\l  to  which  it  e>  addressed  Ami  may 
contain  mformahon  that  is  legallv  pnviUged  or  confidenh«Tl  under  applicable  Uiw  If  the  reader  of  tliU  message  is  not  the 
intended  recipient,  or  the  eo'iplovee  or  agent  deliveriitg  the  message,  you  are  hereby  notified  that  any  disclosure,  photocopyuig 

or  distribution  iS  unauthorised  and  prohibited. 

IN  THE  EVENT  or  BAD  TRAXSfVTISSION  PLEASE  CALL  *^44(0)161  876  782y 
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P . OZ 


Key  To  Coding  on  the  Results  Spreadsheet 

riic  key  tor  each  section  appears  in  the  same  order  as  on  the  spreadsheet. 


Speadheet  Column  Heading 


Contact  I 


Position  1 


Contact  2 
Position  2 
C oiitaci  j 


Position  3 


SICD  (SIC  Description) 


Business  l ick  Box 


Respondent's  Title 


Department 


F inployces  at  locaiu)n 


F.inployces  Tick  Box 


Approx  liinu)vcr 


l umover  tick  hox 


PC  User  base 


Nianber  of  PC's  tick  box 


Code  to  .Answers  Appearing  There 


uritten  answer 


written  answer 


written  an.swer 


written  answer 


written  answer 


wrinen  answer 


written  answci- 


I - AgricnJtural/T'arniing 
2-  Business  Services 
.3~  Constniction 

4~  Financial  Services 

5 - Hcalrli/liclucation/Social 

6 ■ Manufacturing 

Media.'Advertising 
8“  Pctrt)cheinical/Engineering 
9=^  Professional  Services 
1 0=  Retail 

I I = I eisurc/Personal  Services 
12=  Wholesale 
13=Hi^Tech 

14-  Travel/Fransport 


wrilten  answer 


written  answer 


wTirren  an.swer 


1=  1-9 
2=  10-99 
3=  1 00-499 
4-  500  I 


written  answei 


1 --  1 m 

2~  £lm  - £5m 
3~  £5ni  • £I  Oni 
4~  i'lOni  - £15in 
5~  £15m  - £20m 
6“  312  Oin  - .£50in 
7“  £5()m  - £l00in 
8-  >£I00m 


written  answer 


1 - 5 

2-6.  10 

3- 11-20 

4- 21-  .50 
.s-  51  • 100 
6-  101  - 200 
7=  .'-200 
8=D.^K 


I 


I 


1 


1 
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bespoke  channels 


I 


! 

I 


I 


Uusiness  otJicr 

wi  itten  answer 

Aic  tiie  PC  s ncrwoi'kcd 

1-  yes 
2=  no 
3-  D/K 

Number  ol  PC’s  networked 

written  answer 

/o  ol  l*t.  s netw'orked 

written  answer 

LAN 

1 - yes 

2 - no 
3-  D.'K 

via  an  Iriiranet 

1 yes 
2“  no 
3-  D/K 

Linked  to  mt  'rnei  7 

1-  yes 
2=  no 
3=  D/K 

How  many  ? 

writteti  answer 

% PC  s 

writ  ten  answei 

C eiltral  processing  ’ 

1 yes 

2—  no 

3-  D/K 

liUemal  11  7 

1 - yes 

2-  no 

3-  D/K 

t xtenial  bureau  ? 

1 ^ yes 
2^  no 
3=  D/K 

Approx  annual  budget  for  PC’s,  Workstations, 
maitenance  & software  ? 

l=<£5k 
2=  £5  - I Ok 
3^  £10  - 2,^k 

4-  £25  - 50k 

5-  £50-  look 
b=£I00  - 250k 
7=  €250  - 500k 

8- >£lm 

9-  £500k-£lm 

10-  D/K 

% Hardware 

written  answer 

% Software 

written  answer 

Don  t Kjiow 

wrilten  answer 

Dilticult  to  eontrol  ? 

1 = yes 
2—  no 
3 D/K 

Wli>  difficult  to  control  7 

writ  ten  answer 

Mi.ssion  Critical  ? 

1 — yes 
2“  no 
3-  D/K 

- 

Value  lor  investment  i* 

1=  yes 
2=  no 
3=  D/K 

vV(t\/wh>  not  receive  value  in  IT  investment 

written  answer  ~ 

Who  in  your  organisation  has  ultimate  purchasing 
piowcr  ? 

written  answer 

1 1 issues  - 1 iardware  maintenance 

1 -6  rating  scale 

[ 

i 


1 


I 


I 


1 


1 
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IT  i':sues  - IJpgradiiiK  hardware  lo  keep  pace 

1 -6  rating  scale 

IT  issues  - Systems  administcniion 

1 -6  rating  scale 

n issues  - Separate  islands  of  inlonnntion 

1-6  rating  scale 

1 r issues  - Managing  s(ittware  standards  and 
upgrades 

1 -6  rating  scale 

Other  problem  areas 

wi  irten  answer 

Selt'-assessment  (-  Highly  Relevant) 

1=  yes 
2—  no 
3^-  D/K 

Fraiiic  3)17  (Presents  Time  Problem) 

1 yes 
2~  no 
3-  U/K 

Frame345  (Comp uteri sed) 

1 “ yes 
2^  no 
3=  D/R 

Frame  353  (Done  L..\temally) 

1 = yes 

2—  no 

3-  D.T< 

(Vodit  Vetting  (Iligiily  Relevant) 

1 = yes 
2=  no 
3-  D/K 

rranieTf)*?  (Presents  Time  Problem) 

1 “ yes 
2“  no 
3-  D/K 

Frame376  (Computerised) 

1 - yes 
2~  no 
3-  D/K 

i'ramc383  (Dtme  FxteriudI) ) 

1 - yes 
2”  no 
3-  D/K 

linaneial  a/c  (Highly  Relevant) 

1 - yes 

2 - no 
3--  D/K 

Frame  398  (Presents  l ime  Problem) 

1 ^ yes 
2-  no 
3 - D/K 

Frame  405  (Compulensed) 

1 - yes 
2=  no 
3=  D/K 

Frame  412  (Done  Hxiemally ) 

1 = yes 
2=  no 
3=  D/K 

Uank  Transactions  (Highly  Relevant) 

1"  yes 
2=^  no 
3=  D/K 

Frame  427  (Presents  Time  Problem) 

1 = yes 
2=  no 
3=  F)/K 

Fraine  434  (Computerised) 

1 - yes 
2"*  no 
3=  1 )/K 
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Frame  441  (Done  Hxtcmallv) 

I — yes 

2-  no 

3-  D/K 

Purchase  Order  rlligJdy  Relevant) 

1 ■ yes 

2--  no 

— 

3-^  D/K 

Ftame  456  (Presents  I line  Problem) 

I ~ yes 

2=^  no 

3=  D'K 

I'raiue  46,-i  (Computerised) 

1 = yes 

2—  no 

- 

3-  D'K 

Frame  470  (Done  li.xlernally) 

1 - yes 

2-  no 

3=  D/IC 

Payroll  (Highly  Relevant) 

1 = yes 

2=  no 

3=  D/K 

Flame  dS."?  (I’reserils  Time  Problem) 

1 = yes 

2=  no 

- 

3=  D/K 

Frame  492  (Compulerised) 

1 = yes 

2=  no 

3=  D/K 

Frame  499  (Done  Fxtemally) 

1“  yes 

2~  no 

3^  D/K 

Timeshcci  (Highly  Relevant) 

1 - yes 

2—  no 

3-  D/K 

f'lnnic  314  (PrssciHs  rime  Problem) 

1 = ves 

2=  no 

3=  D/K 

I rame  521  (Computerised) 

1 yes 

2^  no 

3=  D/K 

Frame  52X  (l)otic  Externally) 

1 = yes 

2=  no 

3=  D/K 

Invoicing  (Iliglily  Relevant) 

1 = yes 

2~  no 

3^  D/K 

Frame  543  (Presents  Time  Problem) 

1 = yes 

2=  no 

3=  D/K 

Frame  550  (C'oinputerised) 

1 = yes 

2=  no 

— 

3=  n/K 

Frame  557  (Done  Externa lly) 

1 = yes 

2-  no 

3-  D/K 

I 
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Debt  Collcclion  ( Highly  Rele\  aiU) 

1-  yes 
2~  no 
3-  U/K 

I ran'.c  572  (Presents  Time  Problem) 

1=  yes 
2=  no 
3-  D/K 

Frame  579  ((’omiiutei  iscJ) 

1-yes 
2^  no 
3=  D/K 

Frame  586  (Done  Exrerruillv ) 

1 = yes 

2—  no 

3-  D/K 

WWW  page  (Highly  Relevant) 

1 ^ yes 

2=  no 
3-  D/K 

rraiiie  601  (Pi  esenls  Time  Problem  ) 

1-  yes 
2=  no 
3-  D/K 

Frame  608  (Compulensert) 

1 - yes 
2'-  no 
3 - D/K 

1 tame  615  (Done  Hxlcrnnlly) 

1 •-  yes 
2"  no 
3-  D/K 

Order  Fiilfilmeiil  (Highly  Relevant) 

1 - yes 

2-  no 

3-  D/K 

Frame  630  (Presents  Time  Problem) 

1 = yes 

2—  no 

3-  D/Ts 

Frame  637  (Computerised) 

1 - yes 
2—  no 
3=  D/K 

rraitie  644  (Done  Hxtemally) 

1 - yes 
2-  no 
3=  D^K 

C’ustonier  Call  (Higllly  Relevant) 

1=  yes 
2=  no 
3=  D/K 

ITanie  659  (Presents  Time  Problem) 

1 = yes 

2=  no 
3-  D/X 

Frame  666  (Computerised) 

1 = yes 
2=  no 
3=  D/K 

Frame  673  (Done  Lxienially) 

1-  yes 
2“  no 
D/K 

Sales  Order  Processing  (Highly  Relevant) 

1 - yes 

2 no 

1 3-  D/K 

l' 


3 


I 

I 


i 


1 
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Frame  6S8  (Presents  lime  Problem) 

1 = yes 

2—  no 

3-  D/K 

I ramc  ()9.^  (CoinpuLerised) 

T-  yes 

2-  no 

3-  D/K 

I rainc  702  (r>one  bxlcmally) 

1~  yes 
2~  no 
3-  D/K 

Other  1 (Highly  Relevant) 

Choices  1 , 2 <t  3 as  above 

_Fraine  717  (Presents  Time  Problem) 

Choices  1.  2 & 3 as  above 

Frame  724  (Computerised) 

Choices  1 . 2 3 as  above 

Frame  731  (Done  F.xternallv) 

eftoiees  1 , 2 3 as  above 

Olhcr2(lliglU>  Relevant) 

C hoiccs  1 , 2 & 3 as  above 

Frame  746  (Presents  Time  Problem) 

Choices  1 , 2 &,  3 as  above 

Frame  753  (Compiiteiised) 

Choices  1 , 2 & 3 as  above 

Frame  760  (Done  F.xTemally) 

C’lioiecs  1 . 2 <*t  3 as  above 

Other  3 (Hiphiv  Relevant) 

Choices  1. 2 & 3 as  above 

Frame  775  (Presents  1 tine  Problem) 

Choices  1,  2 & 3 as  above 

Frame  782  (Computerised) 

Choices  1 . 2 & 3 as  above 

Frame  789  (Done  Fxternally) 

Choices  1 . 2 & 3 as  above 

Atritudes/Perceptiotis 

written  answer 

Anraciive  Proposition  - Managed 

1 -6  rating  scale 

Atlraelive  Proposition  - Sell  Managed 

1 -6  rating  scale 

Billing 

1 ■-  yes 
2—  no 

3=  D/TC 

Invoice  Production 

1 = yes 

2—  no 

3-  D/Tx 

Bill  Collection 

— 

1 1 1 

Debt  Collection 

1 - yes 
2—  no 
3=  D/K 

Purcliasing 

1"  yes 
2~  no 
3-  D/K 

'1  elesales 

1-  yes 
2‘  no 
3-  D/K 

Telemarketing 

1 — yes 
2-  no 
3=  DTC 

Proptisititm  - 1 ull  serviee 

1 -6  rating  scale 

1 lappy  uith  arrangemenl 

1 = yes 
2=  no 
3=  D/X 

Only  K.elncianlly 

1 “ yes 
2^  no 
3-  D/K 
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No  (’(insider 

1 = yes 
2=  no 
3-  D/K 

Security  - oihei 

written  answer  ~ 

Purchasc/rcnl  hardware 

1 — piuchase 

2^  rent 

One-off  purchase 

1“  yes 

2~  no 

3=  D/K 

Per  Transaction 

1“  yes 

2-  no 

3-  D/K 

Time-Based 

1 = yes 

2^  no 

3=  D/K 

Fixed  Monthly 

1“  yes 

2-  no 

3-  D/K 

Fixed  Quaiterly 

1 = yes 

2=  no 

3=  D/K 

Importance  of  Supplier  brand  name 

1 -6  rating  scale 

Supplier  - major  telecoiiunumeations  company 

I -6  rating  scale 

Supplier  - IT  V’endor 

1 -6  rating  scale 

Supplier  - hank  or  finance  house 

1-6  rating  scale 

Supplier  - ISP 

I -6  rating  scale 

Supplier  - Other  oriianisation 

written  answer 

B r reaction 

yvTiltcn  answer 

Surprised  ? 

1 = yes 

2-  no 

Why.hc'Jiy  not  ? 

wrinen  answer 

U 1 capable  ? 

1 -6  rating  scale 

B 1 capable  ?4-6 

written  answer 

Maji'r  IT  vendor 

1“  yes 

2‘  no 

3-  D/K 

High  Street  Bank 

1 - yes 

2=  no 

3=  D/K 

Major  finance  company 

1=  yes 

2=  no 

3-  D/K 

Factoring  company 

1 — yes 

2=  no 

3=  D/T<L 

Enhanced  - other 

written  answer 

Interested  in  learning  more  ? 

1 - yes 

False  “ no 

I 

1 

) 

j 


I 


i 

I 


1 

I 


i 
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FACSIMILE  TRANSMISSION 


To:  j H 

Company: 

Fax  Number  : oil  S3  3^3  3\( 

Pages  : 


'*J»  iT  mBrld>pl9C9 

BESPOKE  CHANNELS  LIMITED 


Leslie  Masih 

QOOV  Woir,  Ti'offord  Wbcjrf  Rood 
Mancheal«f  M 1 7 1 MH 
Telephone  0(61  976  7829 
Foa  0161  877  T 137 

o-<noii.  l.moiih^b6«poler<^onn9!$.co.uk 
/ '*f'*r*4  b^'10o^^ho^^ets  co.yV/'ibd 


Subject : 


Message: 


^ OCXJ 


^ t-viov  ^ ck^/^a( 

M CLT'A-S- 1 

-Avq 


/V 


\Vsj  ( Q 


ic>^Af 


CONHIPF.NTIALITY  S I ATFATENT 

The  intormalion  contained  in  thin  taenunde  messaj;*  is  intended  for  the  use  of  the  uidivuliial  to  which  it  is  addressed  ,uul  may 
contain  inforniatioo  that  li  legally  piiviliged  or  confidential  under  applicable  law  If  the  reader  of  this  message  is  not  the 
intended  recipient,  or  the  employee  Or  agent  delivering  the  message,  you  are  hereby  notified  that  any  disclosure,  pholiicc>py  mg 

or  distribution  is  unauthorised  .uul  prohibited 
IN  THE  EVENT  OF  BAD  TRANSMISSION  FI  HA.SE  CALL  *44(0)161  876  7829 


\ 
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Vorschiag  2 - Gewerbe-Querschnitt  - Anwendungsbereich  bei  kloinen/mittleren  Betrieben 

Telefon-Fragebogen  (endgultige  Version) 


Einleitung  / Voraussetzung  . , 

(Sich  entweder  mit  dem  Inhaber,  Geschaftsfubrer.  Finanzdirektor  v&rbinden  lessen} 


Guten  Morgen  / Guten  Tag.  Mein  Name  ist  Ich  rufe  Sie  im  Auftr^ 

fOhrenden.  intemationelen  IT  Beratungsfirma  an  Wir  fUhren  zur  Zeit  eine  strategische  ein 

internationales  Dienstleistur>gsuntemehmen  durch.  Das  Ziel  dieser  ^ 

Anforderungen  des  Kundenstammes  - d.  h.  besondere  mrttlerer  und  kleinerer  Firmen  - zu 
zukOnftige  und  potentielle  Anforderungen  auf  neue  Produkte  und  Dienstleistungen  zur  ^^'^esserung  von 
Leistungsfahigkelt  und  Ertragsfahigkeit  ausv^erten  zu  kdnnen.  Selbstverstandlich  bin  ich  am  Ende  unseres 
GesprSches  gern  bereit,  Ihnen  die  Identitat  des  Dienstleistungsunternehmens  bekanntzugeben. 


ich  mochte  vorab  betonen  daG  es  sich  hierbei  weder  urn  ein  Verkaufsgesprach  handelt  noch  darum. 

Kunden  herauszufinden  - unser  Auftraggeber  ist  lediglich  daran  interessiert,  Kundenanfordemngen  besser  zu 
^ verstehen  Und  wenn  Sie  selbst  an  den  sich  aus  dieser  Studie  mdglicherweise  ergebenden  Entwicklungen 
* interessiert  sind.  arrangieren  wir  das  gerne  fur  Sie. 


Kbnnte  ich  Ihnen  ein  paar  Fragen  hinsichtlich  Ihrer  tagtaglichen  Geschaftstatigkeit  stellen?  Das  gesamte 
Gesprach  durfte  nicht  mehr  als  15  - 20  Minuten  in  AnspruCh  nehmen  (wenn  der  Gesprachspariner  dazu  keme 
Zeit  hat,  bitte  e/nen  Termin  zum  Ruckruf  vereinbaren). 

Darf  ich  zuerst  ein  paar  Einzelheiten  uber  Ihre  Firma  und  Ihre  Stellung  ansprechen. 


Einzethelten  zur  Firma  / zum  Gesprflchspartner 

Beschaftigungsbereich  / -sektor:  (durch  die  einzelnen  Bereiche  gehen  und  entsprechenden  SIC  Code  ankreuzen) 


r- — 'T 

Landwirtschaft  / Viehzucht  j 

1 

Erzeugende  Industrie/Nahrungs- 
mittel/Textilien  (auGer  Petro- 
chem./Maschinenb  / Hi-Tec) 

Dienstleistungen  fiir  Industrie  & 
Wirtschaft 

Mediensektor  / Werbesektor 

[sauindustrie 

Petrochem  Ind  /Maschinenbau 

Dienstleistungen  im  Finanzwesen 

Professionelle  Dienstleistungen 

Gesundheits-  / Erziehungs-/ 
Sozialwesen 

Einzelhandel 

Hi-Tec 

Reisesektor  / Transportv/esen 

Sektor  Freizeitgestaltung 

GroRhandel 

! 

i 

I 


In  einem  anderen  Bereich  tfiitig  (bitte  genau  angeben): 


Xitel  des  Gesprach  partners; 

Abteilung.  

Telefonnummer: 

(die  angewahite  Nr.  u.  die  richtige  Apparatnr  bestatigen) 


Anzahl  der  dort  Beschaftigten:  (wenn  nicht  vorhanden,  ungefahre  Amaht  ankreuzen) 

. 9 100-499  

10  - 99  500  + . ^ , 


(Wenn  es  sich  hier  urn  mehr  als  500  Beschaftigte  handelt.  das  Interview  hier  bitte  hoflich  abbrechen). 


\ 
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Serte  2 

(Wenn  dieser  nicht  zu  Hand  isl  bitte  durch  Abfragen  der  unten  anstehsnden  Ziffern  eme  ungefahre  Amah 
ermittein): 


Weniger  als  £ 1 000  000  (eine  Million) 

Zwischen  £ 1 .000  001  - £ 5 000.000 

Zwischen  £ 5.000,001  - £ 10  000  000  (Font  zu  Zehn  Millionen) 

Zwischen  £10  000.001  * £ 15.000.000  (Zehn  zu  Fiinfzehn  Millionen) 

Zwischen  £15  000  001  - £ 20.000.000  (Funfzehn  zu  Zwanzig  Millionen) 
Zwischen  £ 20.000  001  - £ 50.000.000  (Zwanzig  zu  Fiinfzig  Millionen) 

Zwischen  £ 50.000.001  - £ 100.000.000  (Funfzig  zu  Hundert  Millionen) 

Mehr  als  £ 100  000  000  (Hundert  Millionen) 


infrastruWur/InformationstechniK  (IT) 

A Dart  ich  Ihnen  als  nachstes  ein  paar  grundlegende  Fragen  zu  Ihrer  gegenw^rtigen  IT  Ausrustung  stellen? 

^ Ungefahre  Anzahl  der  bei  Ihnen  installierten  PCs:  „ ■ l,,,  

(Wenn  nicM  vorhanden,  bitte  die  unten  anstehenden  Ziffern  ankreuzen  und  eine  ich  wetd  nicht  Antwort 
vermeiden) 

I- 5  

6-10  

II- 20  

21  - 50  

51  - 100  

101  - 200 

>200  

weift  nicht  


Sind  Ihre  Computer  intern  vernetzt? 

Wenn  ja.  wieviele 
Sch^tzung  in  % zu  ermittein): 


Ja  Nein  WeiG  nicht 

Oder  in  % (Wenn  nicht  vorhanden,  versuche  eine 


Wenn  ja,  sind  sie  an  ein  LNA  (lokales  Netz)  angeschlossen? 

Ja 

Nein 

Wel6  nicht 

Wenn  ja.  geht  dieser  Anschluli  iiber  ein  Intranetz'^ 

Ja 

Nein 

WeiG  nicht 

Sind  bei  Ihnen  Computer  Oder  das  Netz  an  Internet  angeschlossen? 

Ja 

Nein 

WeiB  nicht 

Wenn  ja,  wieviele? Oder  in  % (wenn  Anzahl 

nicht  bekannt  ist 

, bitte  eine 

Sch^tzung  in  % ermittein) 

Haben  Sle  einen  Zentralcomputer,  d h,  zentralisierle  Datenverarbeitung?  Ja 

Nein 

WeiB  nicht 

Haben  Sie  Ihre  eigene  Abteilung  fUr  IT  oder  Datenverarbeitung? 

Ja 

Nein 

WeiB  nicht 

Arbeiten  Sie  mit  einem  extemen  Computerburo  Oder  extemen 

Nein 

Datenverarbeitungsdiensten? 

Ja 

WeiG  nicht 

b>espoke  channels 
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Seite  3 

Wie  hoch  ist  ihr  Jahresetat  fur  Computer,  Computerstatlonen.  Wartungskosten  und  Software  (ver$uche  eine 
Schatzung  zu  ermittein): 

weniger  als  £ 5.000  

zwi$cher>  £ 5 001  -£  10.000  

zwischen  £ 10  001  - £ 26  000  

zwischen  £ 25.001  - £ 50  000 

zwischen  £ 50.001  - £ 100.000  

zwischen  £ 100  001  - £ 250.000  

zwischen  £ 250  001  - £ 500  000  

zwischen  £ 500.001  - £ 1 000  000 

mehr  als  £ 1 000.000  

weili  nicht  

Kdnnten  Sie  mir  ungefahr  sagen  wie  sich  die  Kosten  prozentual  auf  Hardware  und  Software  verteilen  (versuche 
eine  Sch^zung  zu  erzwingen) 

Hardware  % Software  % WeiR  nicht 

Wenn  die  Antwort  'weiR  nicht'  ist.  fragen 

Ist  es  Ihrer  Meinung  nach  schwierig  solche  Kosten  genau  zu  ertassen?  Ja  Nein 
Warum  sind  diese  Kosten  Ihrer  Meinung  nach  schwer  zu  erfassen*?  (Bitte  Antwort  noVeren) 


Ist  Informationstechnik  (IT)  entscheidend  fur  Ihre  Organisation? 
Macht  sich  Ihrer  Ansicht  nach  Ihre  IT-Investitton  bezahit? 
Warum  / Warum  nicht  ? 


Ja 

Nein 

WeiR  nicht 

Ja 

Nein 

WeiR  nicht 

Wer  ist  in  Ihrer  Firma  letztiich  fur  den  Kauf  von  Informationstechnik  verantwortlich?  (Bitte  Titel  ermittein) 


WS^A- 

WV  '-  ' > 


1 
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Welche  der  folgenden  IT-Aspekte  ist  Ihrer  Ansicht  nach  mit  gewissen  Problemen  verbunden  - bitte  bewerten  Sie 
diese  innertialb  eines  MaBstabes  von  1 zu  6,  wobei  Sie  mit  1 zustimmen  daU  ein  betrachtliches  Problem  besteht  - 
bis  zu  6 - wo  Sie  sich  wirklich  keinerlei  Probleme  bewulit  Sind. 

(Bitte  die  Reihenfotge  der  Aspekte  mtieren): 


* Die  Warlung  der  Hardware 


* Das  Aufrusten  der  Hardware,  um  mit  neu 
erscheinenden  Software-Programmen  Schritt  zu  halten 

* Die  Organisation  des  Systems  (z.B,  der  An- 
schluB  der  PCs  aneinander  Oder  die 
Integrierung  neuer  PCs  mit  bestehenden  Systemen) 

* Der  Aspekt  daS  gewisse  Systemfunktionen 
nicht  integnert  sind  u.  dadurch  unterschied- 
liche  Informationsschwerpunkte  entstehen 


* Sicherstellung,  daB  angewandte  Software  einheitlich  ist 
u die  Software,  sowie  Versionsprobleme  gemanagt 
werden. 


Ein 

bedeut 

Problem 

1 

Ein  ge- 
wlsses 
Problem 

2 

Moglich- 

erweise 

ein 

Problem 

3 

Kein 

Problem 

4 

Meistens 

kein 

Problem 

5 

Ober- 

haupt 

kein 

Problem 

6 

Vielen  Dank ! 

Gibt  es  fdr  Sie  vielleicht  weitere  Problembereiche  die  wir  nicht  angesprochen  haben  ? 


1 
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anwendungsbereiche 

Jetzt  mdchte  ich  noch  schnell  durch  eine  kurze  Liste  von  Aufgaben-  und  Anwendungsbereichen  gehen  und  Ihnen 
dazu  die  folgenden  4 Fragen  stellen 

(a)  Ob  der  jeweilige  Aufgaben-  und  Anwendungsbereich  fur  Ihre  Organisation  sehr  wichtig  ist 

(b)  Ob  der  jeweilige  Aufgaben-  und  Anwendungsbereich  problematisch  ist  und  zwar  im  Hinblick 
auf  den  Abwicklungszeit-  / Abwicklungskostenfaktor  pro  Aufgabe. 

(c)  Ob  der  jeweilige  Aufgabenbereich  durch  Computer  gehandhabt  oder  manuell  erledigt  wird. 

(d)  Ob  die  Aufgabe  extern  ausgefuhrt  wird. 


(Bitte  Reihenfolge  der  Bereiche  rotieren.  'Weili  nicht  = WN) 


' StBuererklSrungen 

* Uberprufung  der  Kreditwiirdigkeit 

* Bilanz  und  Buchfiihrung 

* Bankuberweisungen 

* EinkSufe 

* Lohn-  und  Gehaltsabrechnungen 

* Auswertung  von  Stundenzetteln  und 
Spesenabrechnungen 

* Rechnungsersteiiung 

* Eintreibung  von  Schulden  und  Faktoring 
(Forderungsverkauf) 

* Internet  Werbung 

* Auftragsertedigung  / Verfolgung  der  Auftrags- 
lage  (Terminuberwachung) 

* Handhabung  von  kundenseitigen  Anrufen 
(z.B.  durch  Beantwortungssysteme) 

* Bearbeitung  v.  einkommenden  Auftragen 


Wichtig  for  uns 

Stellt  2eit-  Oder 
Kosten- 

probleme 

Wird  durch 

Computer 

gehandhabt 

Wird  extern 
gehandhabt 

JA  / MEIN 

JA  / NEIN 

JA/NEIN  / WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN  / WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA  / NEIN  / WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  t NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

' JA/  NEIN 

JA  / NEIN 

JA/NEIN  /WN 

JA/NEIN  /WN 

(Interviewer:  sprechen  sie  jetzt  den  Gesprachspariner  auf  andere  Aufgabenbereiche  an.  wie  z.B.  lnventari<ontrolle 
(Bestandsaufnahme),  Personaldatei.  Vertrieb/Logistik,  Dien$tpldne  fur  Personal.  Kandenstamm-Management, 
Anwendungsbereiche  mit  hohem  Dateivolumen.  und  bitte  nachstehend  ausfOUen): 


* 

JA  / NEIN 

JA  / NEIN 

J/IV/NEIN/WN 

JA/NEIN/WN 

•k 

JA/NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

■m 

JA/NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

I 
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PERSONLICHE  EINSTELLUNG  / VERSTEHEN  / PROBLEMBEREICHE 

W.r  haben  verschiedene  Problem-  ur.d  Anwendungsbereiche  angesprochen  - 

Situation  vor,  wobei  alle  Oder  einige  dieeer  Anwendungsbereiche  auf  einer  ganz  neuen  Basis  erhaltlich  sinC. 

Stellen  Sie  sich  einmal  vor,  daS  die  fUr  Sie  in  Frage  kommenden  Programme  als  Paket  zu  nreiswerte 

Prhaitlich  w^ren  wobei  Zugriff  und  Runterladung  von  einem  Netz  auf  preiswerte  preisvi/erte 

Netzanschluft-Computer  Oder  sogar  PCS  mbglich  ist.  Der  Senrice-Versorge^wU^e  Lizens.erung 

Software  und  Ihr  internes  Netz  managen  und  Qberwachen.  Nachrustungen,  Kontrolle  uber  Programmversionen,  Lize  a 

usw  worde  automatisch  und  extern  ubernommen  warden. 

(tntsrvtewBr-  blitG  dtG  spontQHQ  RoQktton  hl6f  Gufzoichn&n) 


attraktiver  Vorschlag  fur  Ihre  Organisation  wgre  (bitte  dte  Britsprech&nd&  Nummer  umhngen). 


1 

Starkes  Interesse 

1 

Allgemeines 

nteresse 

2 

r 

\fl<5gliches 

nteresse 

3 

Fraglich  ob  von 
nteresse  j 

I 

4 

^ahrscheinlich 
kein  Interesse 

5 

Jestimmt  kein 
nteresse 

6 

lA/eill  nicht 

WN 

Oder  als  Alternative  was  wOrden  Su 
zur  VerfOgung  gestellt  worde  (also  nl 
von  1 bis  6: 

» dazu  sagen.  wenn  Ihnen  ein  solches  Hard-  und  Software-Paket  zur  internen  Bedienung 
cht  als  extern  gemanagte/runterzuladende  Versorgung)  - wir  haben  wiederum  eine  Skala 

I! 

IjStarkes  Interesse 

1 

Allgemeines 

Interesse 

2 

Mdgliches 

Interesse 

3 

iFraglich  ob  von 
Interesse 

4 

Wahrscheinllch 
kein  Interesse 

5 

i 

j 

Bestimmt  kein 
Interesse 

6 

WeiG  nicht 

WN 

Kftnnen  Sie  sich  weiterhin  vorstellen  daB  eine  ganze  Service-Palette,  einschlieSlich  Rechnungersteilung  und 
Rtchnungsausstellung  Einzug  von  AuRenstanden  und  Schulden,  Einkdufe,  Telefonverkauf  und 

alf  EinzKst  o^L®  als  Gesamtpaket  durch  einen  externen  Dienst  geboten  ware  um  sowohl  Ihre  Leistungstah.gkeit  als 

Getriie''mr'i;;rihmre'r^^^^^^  diesem  Vorschlag  und  zwar  fur  jede  einzelne  dieser  Aufgaben  und  dann  for  ein 
Gesamtpaket  fbiffe  entsprBchendB  Antwort  umnngBn) 


(a) 

Rechnungserstellung 

Ja/Nein  1 

1 

(b) 

Rechnungsausslellung 

Ja  / Nein  j 

(c) 

Einzug  von  AuBenstanden 

Ja  / Nein  j 

(d) 

Einzug  von  Schulden 

j 

Ja  / Nein  j 

(e) 

Emkdufe 

Ja  / Nein 

(f) 

Telefonverkauf 

Ja  / Nein 

(g) 

Telefonmarketing 

Ja  / Nein  ' 

I 


1 


27-M^r'-97  10:17  bespoke  channels 
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konnen  Sie  uns  mittels 


Seite  7 

Wenn  Sie  sich  nun  ein  Paket  vorstellen  in  dem  alle  Oder  fast  alle  dieter  Aufgaben  gebotsn  warden  , * 

^ner  Sk3a  SnTbis  6.  die  Nummer  1 "Starkes  Interesse'  und  die  Nummsr  6 'Bestimmt  kern  Interasse  aufze.gt,  sagen 

ob  das  fur  Ihre  Organisation  ein  attractiver  Vorschlag  ware. 


Starkes  Interesse 

Allgemeines 

Interesse 

MOgliches 

Interesse 

Fraglich  ob  von 
Interesse 

Wahrscheinlich 
kein  Interesse 

1 

2 

L_ 

3 

4 

5 

Bestimmt  kein  WeiU  nicht 
I nterssse 

6 WN 


Nun  zur  Frage  Vertraulichksit  und  SIcherheM. 


i 


! 


I 


I 


I 

I 

I 


Wenn  der  Service-Versorger  garantieren  konnte  dafi  Ihre  gesamten  Oaten  sicher  gespeichert  waren  (und  nur  5ie  Zugrtff 
haben),  wOrden  Sie  (bitte  entsprechendes  ankreuz»n) 

* mit  einer  solchen  Regel ung  zufrieden  sein 

* eine  solche  Option  nur  ungern  bewcrten 

* eme  Option  wobei  Sie  Ihre  Oaten  nicht  selbst  oberwachen  nicht  zur  Debatte  steht 

(IntarviswBr  bitte  weitere  Kommentare  aufzeichnan)  


Und  abschlieliend  noch  - wenn  ein  solches  Servicepaket  mit  der  Option  kdme  die  notige  Hardware  zu  kaufen  Oder  zu 
lessen  (z  B die  Computer),  was  worden  Sie  wahrscheinlich  vorziehen”? 

Kauf Leasing 


Und  warum'^ 


I 


I 


I 


Welche  Zahlungsweise  ware  fur  Sie  fur  die  vorgestellten  Anwendungspakete  am  attraktivsten  7 (Inten/ie^ier  - bitta  nur  aine 
Option  ankreuzen) 

* Kauf  mit  Unterstutzungsvertrag 

* Berechnung/Zahlung  pro  Transaktion 


Berechnung/Zahlung  gem^B  Zeitaufwand 


* Festgelegtes  Monatsabonnement 

‘ Festgelegtes  Vierteljahrliches  Abonnement 

Uberlegen  Sie  bitte  auch  einmal  was  fUr  ein  Unternehmen  den  besprochenen  Service  bieten  wurde 
Stellen  Sie  sich  vor  daft  Sie  an  diesem  Service  interessiert  sind 

Auf  einer  Skala  von  1 zu  6,  wobei  Nummer  1 fur  'ganz  entscheidend'  und  Nummer  6 fur  ’ganz  unwichtig’  steht,  wie  sehr  wurde 
Sie  der  Markenname  des  Dienstleistungsunternehmen  zu  einer  positiven  Entscheidung  beeinflussen? 


I 


I 


I 


[Ganz 

entscheidend 

2 

3 

4 

5 

Ganz 

unwichtig 

6 

r4. 

27-M^r'-97  10:17 


bespoke  channels 


1 


1 


P . 09 


<1 


Seite  8 

Ich  mochte  jetzt  noch  kurz  durch  eine  Liste  von  Versorgungsuntemehmen  gehen  und  ^ 

welche  der  tolgenden  Firnien  Ihrer  Meinung  nach  ein  solches  Dien^eistungspaket  erfo  u nd  « wurde 

Wir  haben  wiederum  eine  Skala  von  1 bis  6.  wobei  1 fiir  'wiirde  besfmmt  beruck5icht.gen  und  6 fur  wurde 

nicbt  beriicksichtigen’  steht. 

(Interviewer:  bitte  Reihenfolge  der  Liste  rotieren): 


* Bin  fiihrendes  Telekomunikationsunternehmen 


* Ein  fuhrender  IT  Hersteller,  wie  z.B.  IBM 

* Eine  Bank  oder  ein  Finanzunternehmen 


• Ein  Internet  Service  Versorger 

* Ein  anderes  Unternehmen  (bitte  angeben) 


WQrde  I 
b«stifnmt 
berOck' 
sichtigen 

1 

2 

3 

4 

6 

A/Qrd«  1 
lichrt 
jeruck- 
slchtiger 
6 

I 


I 

! 

t 

I 


I 


^ A 


t 


I 

I 


3 


i 


[ 


9 


! 


I 


I 


-v>P  A' 


1 
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Vielen  Dank  fur  Ihre  Zeit  und  Ihre  nutzlichen  Kommentare.  Es  wind  Sie  sicher  interessieren  daB  das  Unternehmen 
das  uns  mit  dieser  Rundfrage  beauftragt  hat  British  Telecom  ist 

Bitte  Reaktion  notieren  


Oberrascht  Sie  das  ? JA  / NEIN 

Wenn  Ja,  warum  / 

Wenn  Nein,  warum  nicht?  


1st  British  Telecom  Ihrer  Ansicht  nach  IHhig  die  verschiedenen  Dienstteistungen  die  wir  diskutiert  haben  zu 
handhaben  - auf  einer  Skala  von  1 bis  6,  wobei  1 fiir  Vbllig  glaubwurdig'  und  6 fur  'halte  es  bestimmt  nicht  flir 
mdglich'  steht 


Vollig 

glaubwurdig 

Glaubwordig 

Moglicherweise 

glaubwurdig 

Hatte  es  nicht 
fur  moglich 

Habe 

ernsthafte 

Halte  es 
bestimmt 

1 

2 

3 

gehalten 

4 

Bedenken 

S 

nicht  fur  mOglich 

6 

Wenn  Ihr  Gespr3chspartner  Bewertungen  4,  5 Oder  6 wShlt,  bitte  eine  Begrundung  ermitteln: 


WSren  die  diskutierten  Vorschlage  noch  attraktiver  wenn  British  Telecom  sie  in  Partnerschafl  mit  einer  der 
folgenden  Firmen  durchfiihren  wiirde  ? (lnt»rviBwBr  bitte  entsprechend  ankreuzen  - mehrfache  Antworten  sind 
erlaubt) 


Ein  fiihrender  IT  Lieferant 


Ein  bekanntes  Bankunternehmen 

Eine  fiihrende  Finanzierungsgesellschaft 

Eine  Inkasso-Firma  (AuBenstande-ZSchuldeintreibung) 

Ein  anderer  Partner  (bitte  angeben): 


Wie  bereits  zu  Anfang  unseres  Gesprachs  erwShnt  - wenn  Sie  daran  interesslert  sind,  von  British  Telecom 
daruber  informiert  zu  werden  welche  Produkte  und  Dienstteistungen  zur  kosteneffektiven  Ldsung  der  heute 
angesprochenen  Probleme  entwickelt  wurden,  geben  wir  Ihren  Namen  gem  an  British  Telecom  weiter 


JA  / NEIN 


Nocheinmal:  herzlichen  Dank  fiir  Ihre  Hilfe  I Wir  wunschen  Ihnen  auf  alien  Ebenen  weiterhin  gesch^ftlichen 
Erfolg  ! 


01626777500 
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FRX: 01626777500 


[ 

CX  )RPi>A  I A 
1.1  M 1 J i:  1) 


O-iS  Ih’H  Koa/i  ■ lfU]}nii<niih  ■ Ih  vnn  lUl-iSAl’ 

I'tirplxnic:  (01  {>.’(-)  Inx  ((UO  ’O)  /7/500 

Peit-A  FioposA]  Count.  Rt?cfvlt» 

Data  Proposal  tor  CHRIS  HARRIS  - Done  i'^/U4/97  ai  08;30i43  by  LISA 

client  Company;  INroi  ^ 

Prop.  Reference:  ^ co;p<i.'i«  Kef;  j49 

Details  of  subset: 

selection  baBed  upon  the  ciitriis;-  indurtiy  se.vl  (■;  s Included:  Finance  / 
Banking,  office  services,  FroIecBlona]  servicer;,  services-  Must  include  the 
wcide:  ACCOUNTANT  in  debCi  ip  t.  i oiis  of  coiiipcnjy  ar  1.  5 v j ty 


• 

sizes : 
sites ; 

<=5 

57 

0 

1 

11-25 
1 34 

26-50 

i ,30 

51-100 
7 4 

101-250 

38 

>=251 

24 

Total 

521 

BreaKdown 
Sizes: 
uen  Mgt 

of  requ 
<=5 
55 

ekted  Job 
6-10 

62 

Type:.  : 
11-25 
1 34 

26-50 

129 

51-100 

74 

101-230 

35 

>=251 

24 

Total 

513 

TOTALS 

55 

62 

1-34 

129 

74 

35 

24 

513 

Breakdown 

sizes : 
senior  u 

of  requested  Decisic-n  Mnkei 
<=5  6-10  11-25 

57  64  134 

Coll  tact 

26-50 
12  7 

c>  : 

51-100 

74 

101-250 

37 

>=251 

24 

Total 

517 

TOTALS 

57 

64 

134 

127 

7 4 

37 

24 

517 

If  you  need  to  know  mc-rr,  I'd  be  delighiei:!  to  talk  - (Jlbyb  777400 
Regards,  Llea  (Customci  tax  No:  01753  577311) 


v.'\  I Nn  < -I  I 


Kv  » 1 ; . t H I I I 1}  ,1  =’  I ' \ • 


/f.'POV  1 2 


01626777500 
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COKl’DAIA 
1.1  M 11  K i) 

0~i^  Jycn  Homi  \ '!  (^I 4 8AI^ 

Icli'phonc:  (OJOJO)  ' //400  Ja\  (T^/f»2A,)  777500 

DuLn  Piupubcil  Count 

Data  Proposal  for  ChkiS  hakkjs  • uoiiC’  77/o-%rni  at  08  : 32:06  by  lisa 
client  Company;  INPirj 

Pi-up.  Refeteiioe;  3 Cuj  pd- 1 a Kel:  550 

Details  of  eubset ; 

selection  baaed  upon  the  criterja:-  indufitty  secioia  included;  Health  sector- 
MubU  include  the  words:  VE'i',  suxotKY,  PkACTJi-f.,  OPliciAN,  ci.TNjc  in  descriptions 
of  company  activity 


Sizes : 

<■^5 

6-10 

11-25 

26-50 

51-100 

101-250 

>=251 

Total 

sites : 

40 

30 

2 5 

24 

2 J 

28 

42 

210 

Breakdown 

of  r e(^ 

ueated  Job 

Typt-i-  ; 

Sizes : 

<=5 

6-10 

1 J - 25 

26-50 

51-100 

101-250 

>=251 

Total 

Gen  Mgt 

33 

28 

2 0 

24 

2 0 

28 

40 

193 

TOTALS 

33 

28 

20 

24 

20 

28 

40 

193 

Breakdown 

of  reguested  Declbion  Makei 

Con  lad 

t»  : 

Sizes; 

<=5 

o 

\ 

11-25 

26-50 

51-100 

101-250 

>=251 

Total 

senior  D 

40 

30 

2 5 

24 

2 1 

28 

42 

210 

TOTALS 

40 

30 

25 

24 

21 

28 

42 

210 

If  you  need  to  know  moi  , l-d  be  delighted  to  talk  - 01626  777400 


Regards,  Liea 


( C u r- 1 oiiic  r Fax  No  : 


01753  577311) 


I 111  I .1.1  V I J 


RPRIL  22.  1997 


CORPDPTPl  LTD 


01626777500 


08:40 


I \ 


FRX: 01626777500 


PRGE  03 


J 


C:()K1»1)A  1 A 
i.j  M J J i:  1) 


f>-6’  I)cn  Konfi  Iriffiiniiwrh  Jhfon  lUM  NAT 

lelt'phouc:  {OJOJO)  f'lix  7//500 

Date  Fi.u^osal  Count 

Data  Proposal  for  CHKi.6  HAKKIi.  - Done  27/04/9/  at  0B:33j29  by  USA 
Client  Coinpany  J JNPUi 

Prop.  Reference;  4 Cuipdc la  Kcl:  5b 1 

of  subset: 

Selection  based  upon  the  ci  Jtei  ia;-  indu..5try  scrtci  s included:  Professional 
services-  Must  Include  the  wuicis:  bftW,  BAKK  l f TJSR,  CONVEY,  SOLICIT  in 

descriptions  of  company  activity 


Sizes : 

II 

V 

6-10 

1 1-  2;. 

26-50 

51-100 

101-250 

>=251 

Total 

6i tee : 

34 

21 

ti2 

8B 

72 

44 

42 

363 

Breakdown 
Sires ; 

of  requested  Job 
.<t=5  6-10 

Type  : 
11-25 

26-50 

51-100 

101-250 

>=251 

Total 

Ge;i  Mgt 

32 

18 

62 

65 

7 J 

43 

41 

352 

totals 

32 

16 

62 

65 

71 

43 

41 

352 

Breakdown  of  retj^uesLed  Decision  Mnkex  Contacts: 


Sires : 

Senior  D 

«t=5 

34 

6-10 
2 1 

11-25 

62 

26-50 
6 / 

5J - 100 
/2 

101-250 

44 

>=251 

41 

Total 

361 

TOTALS 

34 

21 

62 

8? 

7 2 

44 

41 

361 

If  you  need  to  know  inorc,  I’d  be  dejigliterl  io  talk  - U1B2B  /7/4WV 
Regal  da,  Lisa  (Cus:toniC-r  pax  no:  017  53  57  7311) 


VAl  Nn  con -I  1 


K'  jn'li  11  .t  111  I ih  ; 111.'  ,Ni  1 .'/.•ni  1 1 
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CX  )KV1)A  l A 
1 I M 1 ri:i) 


6 8 Dcu  Komi  I ri^ninuouth  I 8AK 

Iclrphojic:  (010  V.  i m /-iOO  Inv  (OIOOO)  777500 

Drttti  PltH'Ubcll  Ct^UIll.  Kt^^ulLb 

Data  Proposal  tor  CHKIJ*  hakk);s  - Done  2//04/S<7  at  08:36;33  by  biSA 
Client  Company;  infuu 

Prop.  Raferenoe : ? Coipdr-La  Rel  ; 552 

Details  of  subaett 

selection  based  upon  the  critt  Jjft:-  Indnstty  Srctoi  s included:  Finance  / 
banking,  office  Services,  Pr  of  i oiirj ) seivjrt;;,  services-  Must  include  the 


words:  ACCOUNTANT, 

ACCOU  N X A N 1 y , AC( 

■ouNX'.i  Nc;  In  dHMc'i 

iptione  of 

company 

activity 

Sizes : 

<=5 

6-10  11-25 

26-50  51-100 

lOi-250 

>=251 

Total 

sites : 

94 

82  X55 

X 4 9 6 4 

4b 

27 

636 

Breakdown 
Sizes : 

of  requested  Jol>  Type^: 
<=5  6-10  IJ'25 

26-50  51-100 

101-250 

>=251 

Total 

Gen  Mgt 

92 

7 9 1‘.3 

14  6 6 3 

42 

27 

622 

totals 

92 

7 9 15  5 

146  83 

42 

27 

622 

Breakdown 
Sizes : 

of  requested  Decision  Maker  Coni  act 

<=5  6-10  lJ-2^  26-bO  bl-lOO 

101-250 

>=251 

Total 

Senior  D 

94 

62  1‘|‘.. 

I4b  U4 

44 

2 / 

632 

TOTALS 

94 

82  155 

146  84 

44 

27 

632 

If  you  need  to  know  moTt-,  j-c1  be  dellghltd  to  talk  - 01626  777400 
Regards,  Lisa  ^ c u r;  t.  omt  : rax  NO:  01753  577311) 


VA  I Nt.  nOO  1 1 
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INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel:  +44(0)  1753  530  444 

Fax:  +44(0)1753  577  311 


TO: 


FAX  TRANSMITTAL 

Date:  21/04/97 

Name:  Leslie  Masih 

Tel.  No: 

Company:  Bespoke  Channels  ltd. 

Fax  No:  0161  877  1137 


FROM:  Chris  Harris 

SUBJECT:  175  UK  telephone  interviews 


Confidential;  Y / N 
Urgent:  Y / N 

Page:  1 of 

File: 

Chron 

Contact 

Other 


Dear  Leslie 

Please  find  enclosed  INPUT’S  consulting  services  agreement.  Please  sign  this  and  fax  it  back  to  me.  The 
questionnaire  you  are  to  use  is  the  same  as  you  used  previously. 

Also,  we  have  contracted  with  Dun  and  Bradstreet  to  supply  200  contact  names  each  for  the  legal, 
accounting  and  medical  professions.  In  order  to  speed  things  up,  I have  asked  them  to  send  the  list  to  you 
directly.  You  can  expect  this  by  this  Thursday.  If  it  does  not  materialise,  please  let  me  know. 


Regards 
Chris  Harris 


Jle** 


Document2  5/96 


Page  1 of  1 


INPUT 


CORPDATA 

LIMITED 

♦ 

6-8  Den  Road  ■ Tei^nmouth  ■ Devon  TQ14  SAP 
Telephone:  (01626)  777400  Fax:  (01626)  777500 


Structure  for  database:  A:\UTILFIL2.DBF 


Number 

of  data  records:  - 

400 

Field 

Field  Name 

Type 

Width 

1 

EMPSITE 

Character 

6 

2 

ACTIVITY 

Character 

30 

3 

SITE  STAT 

Character 

20 

r 

COMPANY 

Character 

50 

W5 

BUILDING 

Character 

30 

6 

STREET 

Character 

30 

7 

SUBURB 

Character 

30 

8 

TOWN 

Character 

30 

9 

COUNTY 

Character 

30 

10 

POSTCODE 

Character 

8 

11 

TEL 

Character 

15 

12 

FAX 

Character 

15 

13 

CSTITLE 

Character 

6 

14 

CSINITS 

Character 

2 

15 

CSNAME 

Character 

30 

16 

CSJOB 

Character 

30 

VAT  No.  600  9669  41  Registered  in  England  No.  2690712 


INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel:  +44(0)  1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date: 

18  April,  1997 

Confidential:  Y / N 

TO: 

Name: 

Rob  Bolton 

Urgent:  Y / N 

Tel.  No; 

Company: 

BT 

Page:  1 of  2 

Fax  No; 

01  394  673  723 

File: 

Chron 

FROM; 

Andrew  Lowcock 

Contact 

SUBJECT: 

TAO  Market  Split  Analysis 

Other 

Dear  Rob, 

We  have  performed  the  marketing  analysis  splits  on  the  data  currently  held.  We  propose  at  this  stage  to 
ignore  the  country  market  sectors  containing  single  companies.  This  means  we  will  provide  13  (not 
including  UK)  sub  categories  and  analyse  the  “managed”  and  “self-managed”  options. 

Changing  the  subject,  we  have  been  in  contact  with  Corpdata  and  they  are  struggling  to  achieve  a list  of 
600  contacts  across  the  medical,  legal  and  accounting  professions.  Hence  we  will  be  contacting  the 
respective  governing  organisations  to  establish  if  the  names  can  be  purchased  directly. 

Yours  sincerely 

Andrew  Lowcock 
Custom  Research  Analyst 


Document2  5/96 
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INPUT 


1 


14:23  bespoke  channels 


P . oi 


nie  lnfon.Mh(Tji  conlaliied  In  fh>.  tz.  i ii  CONTIDrN  | lAllTY  STATl  MI  ISTT 
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BT  CROSS  INDUSTRY  SME  STUDY 

*Fifiures  ijuutcd  arc  number  of  reapondcnts  and  number  of  respondents  in  or  az>eruged  ratinft 

scute  figure  for  “Yes"  respondents 

A.  n Infraslnicturc/Sustems  Maopinn 


LAN 

Environment 

France 

Holland 

Su’eden 

Gemumy 

Europe 

actual  figure 

51/75 

46/50 

43/50 

bl/76 

201/251 

% figure 

68 

92 

86 

80 

80.1 

N)(L 


Intranet  User 
Base 

France 

HoUinul 

Sweden 

Germany 

Liirope 

actual  figure 

17175 

1/50 

4/5(1 

10/76 

32/251 

% figure 

2,3 

2 

8 

13 

12.7 

\6i 


K)0 


Internet 

Access 

France 

HoUand 

Sweden 

Germany 

Luru/w 

actual  figure 

15/75 

24/50 

33/50 

52176 

104/251 

% figure 

20 

48 

66 

42 

41  4 

5*^ /(CO 


Central  Data 
Processing 

France 

HoUand 

Swu’rfn/ 

Germany 

Europe 

actual  figure 

56/75 

47/50 

41/50 

66/76 

210/251 

% figure 

74.4 

94 

82 

86.6 

83.7 

Dedicated  IT 
Dept 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

30/75 

30/50 

26/50 

34/76 

120/251 

% flf^TC 

40 

60 

52 

44.7 

47.8 

Use  o/ 
External  II 
Bureau 

France 

Holland 

Sweden 

Germany 

Europe 

actual  fij^jure 

40/75 

17/50 

17/50 

28/76 

102/251 

% figure 

53.3 

34 

34 

36.8 

40.6 

Don't  Know 
How  Budget 
Split 

France 

Holland 

Germany 

Europe 

actual  figure 

33/75 

15/50 

13/50 

39/76 

100/251 

% figure 

44 

30 

26 

51,3 

.39,8 

Y)0 

r . 
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Difficult  To 
Control 

France 

IlollanU 

Sweden 

Germany 

Europe 

actual  fij^urc 

J7/75 

2/50 

2/50 

11/76 

32/251 

% figure 

22.7 

4 

4 

14.5 

12.7 

I T is  Mission 
Critical 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

68/75 

38/50 

46/50 

FFlllb 

214/251 

% figure 

90,7 

76 

92 

81.6 

85,3 

Received 
Value  For 
Money 

r ranee 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

6bf75 

40/50 

39/50 

61/76 

214/251 

_%  figure 

88 

80 

78 

80.3 

82.1 

of  the  following  11  Issues  pose  a ttrohletn  for  you?  where  1 denotes  'stronslu  disagree' 


Hardware 

Maintenance 

France 

Holland 

Sweden 

Germany 

Europe 

Rating  figure 

3.5 

2 4 

l.b 

4,3 

3.2 

Upgrading 

hardware 

France 

Holland 

Sweden 

Germany 

Europe 

Rating  figure 

3,3 

2,5 

2.4 

4.1 

3 1 

St/s  few 
Admin 

F ranee 

Holland 

Sweden 

Gen  natty 

Europe 

ave  ra6ng 
figure 

3.1 

2.3 

2,4 

4.1 

3.1 

Seperate 

'Islands' 

Posing 

Problems 

France 

Holland 

Sweden 

Germany 

Europe 

Kahng  figure 

3.2 

23 

2.5 

^3.8 

2.9 

Managing 
Fixes  & 
Upgrades  - 
Problem 

France 

Holland 

Sweden 

Germany 

Fttrope 

ave  rating 
figure 

3.3 

2.9 

2.6 

3.9 

3.2 

\S> 
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C.  Arejhe  FoUowin^  l itsks  or  Processes  Highly  Retevant  ? 


Self- 

Assessment 
for  Taxation 

I'raiicc 

Holhmd 

Sweeten 

Gcrnitwy 

Europe 

actual  figure 

51/75 

12/50 

7/50 

57/76 

127/251 

% figure 

68 

24 

14 

75 

50,6 

Credit  Vetting 

Frniice 

Hoi  hi  11(1 

Szi>ei1t‘n 

Gernuiny 

Europe 

actual  figure 

63/75 

^27/50 

21/50 

56/76 

167/251 

% figure 

H4 

54 

42 

73.7 

66.5 

Financial 

Accounting 

France 

Holland 

Sweden 

Ct’rw/(j«y 

Europe 

actual  figure 

75/75 

43/50 

45/50 

73/76 

236/251 

% figure 

100 

86 

90 

96,1 

94 

Bank 

Transactions 

France 

Holland 

Su'fdfn 

Ccniiffm/ 

Europe 

actual  figure 

66/75 

38/50 

44/50 

74/76 

222/251 

% figure 

88 

76 

88 

97.4 

88.4 

Purchase 

Ordering 

F'rurire 

Holland 

Sweden 

Germany 

L-.urope 

actual  figure 

65/75 

38/50 

42/50 

73/76 

218/251 

% figure 

86.7 

76 

84 

96.1 

86,9 

Payroll 

Frtinrr 

1 loliand 

Sweden 

(rfruwui/ 

Fiirc/it’ 

actual  figure 

70/75 

42/50 

46/50 

72/76 

230/251 

% fij^rc 

93 

84 

92 

94.7 

91.6 

Timesheet 

France 

J loliand 

Sweden 

Gerniany 

Europe 

actual  fij^uTc 

56/75 

36/50 

23/50 

67/76 

182/251 

% figure 

74.7 

72 

46 

88,2 

72.5 

^ cfi 


Invcicing 

France 

Holland 

5>(vAv; 

Germany 

Ef/ropf 

actual  figure 

67/75 

37/50 

40/50 

70/76 

214/251 

% figure 

89.3 

74 

80 

92.1 

85  3 

Deht 

Collection 

Frar^a’ 

Holland 

Germany 

Europe 

actual  fijTurc 

54/75 

14/50 

26/50 

66/76 

160/251 

% figure 

72 

28 

52 

868 

63,7 

v.a»V^«‘Wri  l/„  n «<} 
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Pages  on 
Internet 
actual  ti>cure 

Frioice 

15/75 

Holliiini 

7/50 

Sweden 

Gerrjirtfiy 

Lurope 

% figure 

20 

14 

U 

26/76 

34.2 

54/251 

21.5 

Order 
r nlfilment 

hranre 

Holhmil 

Sweden 

G(’nv;rt>n/ 

Fiirope 

actual  figure 

54/75 

22/50 

34/50 

65/76 

175/251 

% fig\irc 

72 

44 

68 

85.5 

69.7 

Call 

Handling 

friince 

Holland 

Swede?} 

Ccrnnmy 

Europe 

actual  figure 

41/75 

17/50 

33/50 

62/76 

153/251 

% figure 

54.7 

34 

66 

81.6 

60,9 

Hales  Order 
Processing 

Frniice 

Holland 

Sweden 

Germany 

Lurope 

actual  figure 

52/75 

25/50 

37/50 

64/76 

178/251 

% figure 

59.3 

50 

74 

84  2 

70.9 

D.  Do  the  FoUojvitix  Insks  or  Pro,  eases  Post  <i  Time  or  Cost  Prnhl^», 


Self. 

Assessment 

France 

Holland 

5i/'C(ftvr 

Ge.rma)iy 

Europe 

actual  figure 

7/75 

2/50 

.3/50 

5/76 

17/251 

% fijjiirc 

9.3 

* — 1 Ml  , 

4 

6 

6.6 

6 7 

Credit  Vetting 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

12/75 

7/50 

4/50 

9/76 

32/251 

% figure 

16 

ni4 

8 

11.8 

"l2.7 

Financial 

Accounting 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

11/ 75 

12/50 

15/50 

5/76 

4.3/251 

% figure 

14.7 

24 

30 

6.6 

17.1 

Hank 

Transactions 

France 

Holland 

•SoJClfcjI 

Germany 

Europe 

actual  figure 

15/75 

14/50 

11/50 

6/76 

46/251 

% ri^uve 

20 

rTs 

22 

7.9 

18.3 

Purchase 

Ordering 

France 

Holland 

Sweden 

Gctiwami/ 

Europe 

actual  figure 

9/75 

12/50 

9/50 

4/76 

34/251 

% figure 

12 

24 

18 

5-3 

13  5 

\\ 

\0 

\0 
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C. 


\0 

% 

V 

Alf  the  tollou’ing  Tasks  or  Processes  Drivfn  By  PC's  ? 


Payroll 


actual  figure 


% fipurc 


France 


l.^/75 


17  3 


Timesheet 


actual  figure 


% fi 


i2ii£_ 


r nmec 
12/73 


16 


Holland 


ll/5[) 


Swcikti 


12/50 


24 


Ccnttmiy 


13/76 


17. 1 


Holland 


14/50 


28 


Sweden 


5/50 


10 


Gd‘r?/u(7u/ 


13/76 


17.1 


Eurerpe 


49/251 


195 


Euro: 


'pe 


44/251 


Invoiciv^ 


actual  figure 


figure 


Eriince 


21  3 


Debt 

Collection 


actual  figure 


_fi^ 


A>  ngurc 


Frtu 


15/73 


20 


Holland 


10/50 


20 


Sweden 


10/ .50 


20 


Germany 


7/76 


9.2 


Holland 


V50 


12 


Sweden 


10/50 


20 


German  Y 


12/76 


15  8 


Europe 


•13/251 


17,1 


Europe 


43/251 


171 


actual  figure 
% figure 


France 


2/75 


2.7 


Holland 


3/50 


Sweden 


0/50 


Cerntany 


1/76 


1.3 


Europe 


6/251 


2.4 


Order 

Fulfilment 

f ranee 

Holland 

Sweden 

Germany 

Europe 

actual 

9/75 

8/50 

12/50 

7/76 

36/251 

% Figure 

12 

16 

24 

9,2 

14  3 

Cull 

Handling 

r ranee 

Holland 

Sweden 

Gcrnwity 

Europe 

actual  figure 

8/75 

5/50 

12/50 

3/76 

28/251 

% figure 

10  7 

10 

24 

3,9 

11.2 

Sales  Order 
Processing 

Frame 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

12/75 

5/50 

— 

9/50 

6/76 

.32/251 

% figure 

16 

10 

18 

7.9 

12.7 

Self- 

Assessment 

Frame 

Holland 

Sweden 

Cermany 

Europe 

actual  figure 

39/75 

19/50 

5/50 

22/76 

85/251 

A>  figure 

52 

38 

10 

28.9 

339 

Credit  Vetthii^ 
actual  figure 
% figure* 


France 

48/75 

64 


Holland 

32/50 

61 


Sweden 

23/50 

46 


Certnany 

30/76 

39.5 


Europe 

1.33/251 

52,9 
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Finaticiiil 

Accounting 

France 

Hiilland 

Sweden 

Germany 

Europe 

actual  fij^rc 

73/75 

48/50 

49/50 

67/76 

237/251 

% figure 

973 

96 

98 

88.2 

944 

Bank 

Transactions 

France 

HoUand 

Sxocdcn 

Germany 

Europe 

actual  figure 

49/75 

47/50 

43/50 

58/76 

197/251 

% figure 

65.3 

94 

86 

76.3 

78.5 

Purchase 

Ordering 

France 

Holland 

Sweden 

Gentian}/ 

Europe 

actual  figure 

55/75 

45/50 

45/50 

63/76 

208/251 

% figure 

73.3 

90 

90 

82.9 

82.9 

Pai/roll 

France 

HoUand 

Sweden 

Cerniany 

Europe 

actual  figure 

75175 

47/50 

47/50 

66/76 

235/251 

7o  figure 

1 00 

94 

94 

86.6 

93.6 

Timesheet 

France 

Flolhtnd 

Sweden 

Gertminy 

Europe 

actual  figure 

52/75 

42/50 

41/50 

.58/76 

193/251 

% figure 

69  3 

84 

82 

76.3 

76  9 

Imw  icing 

France 

/ lolland 

Sweden 

Cernmny 

Europe 

actual  figure 

66173 

43/50 

43/50 

64/76 

216/251 

% figure 

88 

86 

86 

84.2 

86.1 

I 

i 


DeJif 

Collection 

France 

HoUand 

Gfrrriaiii/ 

Europe 

actual  figure 

39/75 

19/50 

31/50 

53/76 

142/251 

% figure 

52 

38 

62 

69.7 

56.6 

Internet 

Fnviec 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

14/75 

12/50 

19/50 

12/ 7b 

67/251 

% figure 

18.7 

24 

38 

28.9 

lb.7 

Order 

Fulfilment 

France 

Holland 

Sweden 

Gcrwaiii/ 

Europe 

actual  figure 

41/75 

27/50 

36/50 

49/76 

153/251 

% figure 

54,7 

54 

72 

64.5 

60,9 

Call 

Handling 

France 

Holland 

Sweden 

Germany 

Flit  rope 

aetual  figure 

26/75 

12/50 

29/50 

37/76 

104/251 

% figure 

34.7 

24 

58 

48.7 

41.4 

I 
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Sales  Order 
Proccssitif; 

France 

Holhimi 

Sweden 

Oermany 

Europe 

Actual  fi^ur<! 
% ftgurc 

38/75 
50  7 

27/50 

54 

,34/50 

68 

55/76 

^72.4 

154/251 

61,4 

Follmving  Tasks  or  Processes  Done  F.xlemully  ? 


w 


Self- 

Assesswent 

Erima' 

Hollitriil 

Sweden 

actual  t'ij^rr 

18/75 

2/50  j 

3/50 

% figure 

24 

4 

6 

C'icrmany 


42/76 


55.3 


Europe 


65/25] 


25.9 


Crcrfjt  Veffrn^ 
actual  fij'uic 

France 

19/75 

EloUand 

4/50 

Sweden 

Cd’m/oni/ 

% figure 

25,3 

8 

7/ 

118 

38/76 

50 

Europe 


70/251 


27.9 


Financial 

Accounting 

France 

Holland 

Su’fifeii 

Germany 

Europe 

actual  figure 

7 ns 

5/50 

2/50 

13/76 

27/251 

/o  figure 

9.3 

10 

4 

17.1 

10.8 

Bank 

Transactions 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

5/75 

.3/50 

1/50 

't/76 

10/251 

% figure 

6.7 

6 

2 

1 .3 

3.9 

Purchase 

Ordering 

France 

Holland 

Sweden 

Germany 

Europe 

actual  fi)^rc 

ins 

4/50 

2/50 

V76 

12/251 

% figure 

2 7 

8 

4 

5.3 

4.8 

Payroll 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

10/75 

8/50 

4/50 

9/76 

31 /251 

% figure 

13.3 

16 

8 

ri.8 

12.4 

Timesheet 

France 

Holland 

Sweden 

Germam/ 

Europe 

actual  figure 

5/75 

0/50 

2/50 

J/76 

11/251 

% figure 

6.7 

0 

4 

5.3 

4.4 

Ini’oictn^ 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

5/75 

0/50 

1/50 

S/7h 

9/251 

_A>  figure 

6.7 

0 

2 

3.9 

3.6 

vO 


I 


\ 


() 


\ 
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Debt 

Collection 

France 

Holland 

Su'edeu 

Cerinany 

Europe 

lb 

actual  figure 

2/75 

3/50 

3/50 

b/76 

14/251 

% figure 

2.7 

6 

6 

7.9 

5.7 

Internet 

France 

Holland 

Sweden 

Gcrwrtrtiy 

Fur  ope 

to  1 

actual  figure 

2/73 

U/50 

0/50 

5/76 

7/251 

% figure 

2.7 

0 

0 

6.6 

2.8 

j 

f 

Order 

Fulfilment 

Fmi;ct’ 

Holland 

Sweden 

Gcrrj/arii/ 

Fur  ope 

actual  figure 

1/75 

1/50 

0/50 

2/76 

4/251 

% figure 

13 

2 

0 

2.6 

1.6 

Call 

Handling 

France 

Holland 

Sweden 

Germain/ 

Fit  rope 

0 

actual  fij^ure 

1/75 

0/50 

1/50 

2/76 

4/251 

% figure 

I 3 

0 

2 

2.6 

1.6 

Sales  Order 
Processing 

France 

Holland 

Sweden 

Cerwum/ 

Europe 

0 

actual  figur'' 

If  IS 

0/50 

1/50 

1/76 

4/251 

% figure 

2.7 

0 

2 

1.3 

1.6 

G.  Attractiveness  of  Provosition  Managed  and  Self-Managed  Where  1 denotes  ‘Would  Stronelu 

Consider' 

Attractive 
Proposition  - 
Managed 

France 

Holland 

Sweden 

Germany 

Europe 

ave  rating 
figure 

4 0 

4.0 

3.4 

3.7 

3.8 

Attractive 
Proposition  - 
Self -Managed 

France 

HoUami 

Sweden 

Giirr»fl/;i/ 

Europe 

'5-’^ 

avc  rating 
figure 

.3  8 

32 

3.2 

3.0 

3.3 

I 
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H-  Value- Allied  Business  Sen>ices 


Billing 

1 ranee 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

30/75 

24/50 

19/50 

14/76 

87/251 

% figure 

40 

48 

38 

18.4 

34.7 

Invoice 

Production 

f ranee 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

29  pS 

13/50 

18/50 

15/76 

75/251 

It 

38,7 

26 

36 

19.7 

29.9 

Bill 

Collection 

France 

Holland 

Swede)! 

Gernumy 

Europe 

actual  figure 

19  ns 

24/50 

14/50 

15/76 

82/251 

% figure 

38,6 

48 

28 

19,7 

32.7 

Debt 

Collection 

France 

Holland 

Suvrfeu 

Gcrrmi/u/ 

Europe 

actual  figure 

29/75 

10/50 

14/50 

20/76 

73/251 

% figure 

38  6 

20 

28 

26,3 

29.1 

Purchasing 

Frnuce 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

25/75 

6/50 

14/50 

bpf) 

50/251 

% figure 

33,3 

12 

28 

6 6 

19.9 

\0 

H, 

■% 

\ 


Telesales 

France 

Holland 

SuJt'ifoi 

Gfmrmzy 

Europe 

actual  figure 

22/75 

5/50 

11/50 

13/76 

51/251 

% figure 

29.3 

10 

22 

17,1 

20.3 

Telemarketing 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

21/75 

5/50 

6/50 

10/76 

42/251 

% figure 

28 

10 

^12 

13.4 

16.7 

Attractive  Proposition  Where  1 denotes  'Would  Strongly  Consider' 


Attractive 
Propostion  as 
Package 

France 

Holland 

Sweden 

Germany 

Europe 

ave  rating 
figure 

4 4 

4.5 

38 

4.0 

4.2 
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I.  Security  & ConfidcuUalitu  Issues 


Happy  with 
Arrauf'cnient 

t ranee 

Hollmid 

Sioeden 

Germany 

Lurupe 

actual  figure 

24/75 

JZ.50 

9/50 

19/76 

60/251 

% figure 

32 

16 

18 

25.3 

23.9 

Only 

Reluctantly 

Consider 

Fnwee 

Holland 

Sweden 

Ccniiany 

F.uropc 

actual  figure 

15/75 

11/50 

15/50 

30/76 

71/251 

% figure 

20 

22 

30 

39.5 

28.3 

Nut  Consider 
Without 
Physical 
Control 

V ranee 

Holland 

Sweden 

GtTU?«7!J/ 

Europe 

actual  figure 

'i6/75 

37/50 

33/50 

27/76 

13.3/251 

% figure 

48 

74 

66 

35.5 

52.9 

Tl' 


w. 


H 


/.  PurchaseOr Rent  ? 


Purchase 
actual  figure 

France 

47/75 

Holland 

Sweden 

Gcniinin/ 

Europe 

39/50 

32/50 

32/76 

150/251 

% figure 

62.7 

78 

64 

421 

59,7 

Ren’.injf 

France 

Holland 

Sweden 

Germany 

Fair  one 

actual  figiire 

27/75 

11/50 

18/50 

44/76 

100/251 

% fij^re 

36 

22 

36 

57.9 

398 

1 


K.  Ptjytficiif  jXIethoiioIo^ 


One-off 

Payment 

France 

Holland 

.Suicrirn 

Germany 

Europe 

actual  figure 

41/75 

38/50 

26/50 

16/76 

1 21/251 

% figure 

54.7 

76 

52 

21.1 

48.2 

Per- 

Transaction 

Basis 

France 

Holland 

Svieden 

Germany 

Europe 

actur.l  figure 

6/75 

3/50 

5/50 

10/76 

24/251 

% figure 

8 

6 

10 

13.2 

9.6 

^0 
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I 


Time-Based 

Payment 

Franr.r 

Finlland 

Sweden 

Cennany 

Europe 

VV 

achial  figure 

12/75 

1/50 

4/50 

11/76 

28/2.51 

% figure 

16 

2 

8 

14.5 

11.2 

! 

Fixed 

Monthly 

Payment 

France 

Holland 

Szoeden 

Cerrnany 

Europe 

j 

actual  figure 

6/75 

6/50 

6/50 

20/76 

38/251 

% fij^urc 

8 

12 

12 

26,3 

15 

Fixed 

Quarterly 

Payment 

Frnncf 

Holland 

Sweden 

Cennany 

Europe 

actuc  l figure 

10/75 

2/50 

9/50 

18/76 

39/251 

% figure 

13.3 

4 

18 

23.7 

15.5 

J.  Braiul  Nnnie  Impart  Where  1 denotes  'Absolutely  Critical' 

1 

i 

1 

1 

Supplier 
Bra)td  Name 
Importance 

France 

Holland 

Sweden 

Cerrnany 

F'.uropc 

ave  rating 
figure 

2.7 

2.4 

2,7 

3.0 

2.7 

M.  Sufiplicr  Consuiernliuiis  Where  1 denotes  'Would  Stronffly  Consider 


Supplier  - 
TcUcorns 

France 

Holland 

Sweden 

Gerniajii/ 

Europe 

ave  rating 
figure 

2.8 

3 0 

2.8 

2.5 

2.8 

Supplier  - IT 
Vendor 

France 

Holland 

Sweden 

Cerrnany 

F'.uropc 

ave  rating 
figure 

2.3 

2.0 

1.5 

2.0 

2.0 

Supplier  - 
Bauk/Fmance 

France 

Holland 

5u 

Grrwimi/ 

F'.urope 

ave  rating 
figure 

3.8 

4.2 

4.4 

3.1 

3 9 

4 
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Supplier  - 
Internet 

France 

Holland 

Sweden 

Germain/ 

Europe 

ave  rating 
figure 

3.9 

4.8 

4.9 

4.0 

4.4 

N.  BT  Credibility  fr  Enhanced  Proposition  with  Other  Types  of  Suppliers 

BT  Capable  ? 

France 

Holland 

Sweden 

Germany 

Europe 

ave  rating 
figure 

2 5 

2.5 

2.3 

2.7 

2.5 

P - 13 


s 


1 


Enhanced  IT 
Vendor 

France 

Holland 

Sweden 

Germany 

Europe 

actual  figure 

51/75 

37/50 

42/50 

57/76 

187/251 

% figure 

68 

74 

84 

75 

74,5 

F.nhimced  - 
Bunk 

France 

Holland 

Sweden 

Cerniiini/ 

Europe 

actual  figure 

20/75 

14/50 

10/50 

24/76 

68/251 

% figure 

2b.7 

28 

20 

31.6 

27.1 

Enhanced  - 
Finance 

France 

Holland 

Sweden 

Cennany 

El  I rope 

actual  figure 

19/75 

28/50 

16/50 

25/76 

88/251 

% figure 

25 

56 

32 

32.9 

35.1 

Enhanced ~ 
Factoring! 

France 

Holland 

Suvden 

Germain/ 

Europe 

actual  figure 

3/75 

3/50 

0/50 

17/76 

^251 

% figure 

4 

6 

0 

22.4 

9.2 

Interested  in 
Leaning 
More  ? 

France 

Holland 

Sweden 

Germany 

Europe 

actual  fij,^rc 

43/75 

23/50 

27/50 

31  pb 

130/251 

% figure 

57.3 

46 

54 

487 

51.8 

••Spoke  cTTanncls  umitio 


Ap»r  97  11  : 14  bespoke  channels 


P . oi 


FACSIMILE  TRANSMISSION 


To:  Chris  Harris 

Fax  Number  : 01753  577  311 

Paqes  ; 5 (including  cover  page) 


r. 


' kr  A*  IT 

kESPOKG  CHANNELS  UMITID 
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Lssli*  Matih 

Qooy  WMt,  TroHoni  Wharf  Rood 
Moncha>tOTMI7  1HM 
Takphona  0)61  876  7829 
Fox.0161  877  1137 
oavoil:  l.nMMhEbaipekacfiaivwIt.Qe.vk 
Htp  //www  b«>po)i9-clvann«l].oo  uk/nbd 


Subject  : Dbase  for  BT  UK  Phase 


Message 


Dear  Chris. 


deceived  costs  for  the  dbase  of  600  imcro-componies’  (1-9  employees  from  Legal,  Doctors  <J 
Accountants). 

Cost  for  Corpdata's  version  is  £170  and  from  D<S8  the  cost  is  £217-50. 

In  the  light  of  what  we  discussed  about  Corpdata's  last  database  - possibly  safer  to  buy  of 

DAB? 

What  would  you  prefer^  will  speak  to  you  later  this  afternoon. 

(Regards 


Leslie  Masih 


OH' 


tlJNFIDENTIAtlTy  STATrMl  NI 

■nie  C L.i,t;,mrrt  m this  lacsjjrdls  message  i.  mVntlrd  tor  the  iise  oi  Uie  htdivklual  to  which  it  is  addressed  and  ««y  c .rnt.iiTi  mfomtaaon 

dial  is  legacy  ptivtligcd  or  cf-nii.tcnUal  under  applwat.lr  law  It  the  reader  ol  Uus  niessage  i»  not  the  mfeaded  rccipieat  ui  die  rmployer  or  aconl 
delivering  d.e  message  you  are  hei elry  aodhed  diat  any  <imrlo..tre,  phcloeopylng  or  d.atnhntion  la  tmaulltoi Ised  am)  t.mhibitrri. 

J \ I III  I VtNT  OF  0AD  TRAiNS.MlSSION  I’l.tASE  CALL  ^44(0)161  U76  7K29 


INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel:  +44  (0)  1753  530  444 

Fax:  +44  (0)  1753  577  311 


Date: 

TO:  Name: 

Tel.  No: 
Company: 
Fax  No: 

FROM: 

SUBJECT: 


FAX  TRANSMITTAL  FORM 

(B  H ^ 







Confidential:  Y / N 
Urgent:  Y / N 

Page:  1 of 
File:  Chron 

Contact 
Other 


\ytiv  cj 
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p 
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- I'(kj2 — > / 

0 
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PjDopnual  fot  Customex; 

B-^spoke  chamieie  Ltd 
Quay  Vfeat  bue  urtj*  r\. 
l-ir-frozd  Wharr  Road 
Keuicheeter 

»I7  Ipi, 


1 

TELOI494  423698 


Dim  A Rraddrw  Ijrjtlnid 
^0^nBr$  rami  Wfey 
Hiqh  iVycombt 

®J9K»  rf‘'i  41IL 
Taeonon*  01434  ^2  so 

<^8X01494  42  30  96 
E-maij,  a^dlrocWeaaynrtt.co  iUc 

OfrBLt  Mj»Ketz.a  Senace* 


Oux  Ref  ; 427769 


Oata  Disk 


Quantity 

i 


Q^^nt.LLy 


1 


“ Gi  7e 
* Boftvare* 


HI<3H  IjENfilTY  n.*;* 
C0MB1A  DHLTmItBD 


Product  Deacriptioti 
minimum  order  SUPpLsMEji-j 


frloe  t Exci  Vnt 
135  20 


Product  Dear-ripe ioij 
EBtlVEKY  CWAROE  (ST) 


Pricw  £ Excl  Vac 


IV  ,S0 


<Vtcfcr  Total 
■n«o  Total  iziclxRte.  5,  diacount  of 


21V. 50 

. so  - 00 


P . 05 


P C04 


t-RTTOo  and  ooodltlono  and 

h—  ^or  one  time 
-UDPiicd  on  lea,e  lor  twelve 

3.  TMa  0Td«  is  Auilject  to  .Roe^tance  ^y  Uua  a .rad.t.^et  Led 


Sigojitruiie ; 


/ 


Po?iition 


. i\CiH  Mt^d- 


pretwiT^  by 


■•  Jactx  CairxitllcrD 


fO  v:>'.  u-u-S^'-A 


OUco  holmafa  Fofrr  Wav  - ■ >■_ . 
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A OrwlstrwAt 


-wx' 

■77C50 


ifitii  April  I3S7 


SuiL'Aonc  Ypuijg 
Baspuke  djaxmele  Ltd 
Ouay  We:*t  Bua  Cn'.r,  Quay 
Tir.fford  Wharf  Road 
Hanchepter 
Ml  7 IPL 


We&t 


3«<irhir  . naft 

»*•  0«B  dtlTMiMKa 


□un  ft  BraOstniiet  Lfniod 
Mokneiis  Pcrtn  vMSy 
Miqm  Wycombe 
Buck*  HPj2  4UL 
Totopfkifi*  0l«94  <12  22  90 
01494  42  3(jge 

P-nvwl:  dtxSrocfiSpasyniit  cpuk 

Di>9dt  n/arKtftwig  SeMcs« 

Di^r^et  Linn 
01494  423713 


P . 02 

P 001 


iuaanne 


o 


pleasure  xu 


With.  Kind  RegarriP 


Yours  ainocircly, 

Camitlitir*; 


ACjr  '7Gfi 


^g^r*o  Hnimer*  vMQy 
■Mg^i  Wy-wnbe,  Bixat  .-P12  4tL 


m Eyigane 

^WgsKX^No  160043 


G.Q  ^■m^c^)e^  evtauQ  nrartnr),  j a Fiy 
W5.  Wmw  uX  Pmafwi  v r*^^, 
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TEL01494  423698 


Ptc^xjeaj.  for  a^tiowar: 


SeBpoJie  Channels  Ltd 
Q^y  West  BUS  cntT, 
Tralford  Wha^f  Road 
M;lllchest»r 


Ouay 


M1.7  IPL 


West 


*>*■  OMbiwim 

Oun  A BraoWroet  UmitotJ 
Hoimort  harm  Wav 
High  wycombo 
Bstloc  IhPjs  4t;[. 

01404  43 
01484  42  38  H3 
CfTHjI,  dbo*(BGM*«ja3tyriyLc«.ul< 

aracf  Mertehnjj  S««vicaa 


Our  Eof  ; 427769 

K»id  dient;  Aro 


Ouaut i ty 


rrodurrt  DeBCription 


600 


Selert.  i on 


dunsmarketihc  label  JI.0K 

* Telephone  hMmber 


1 


Price  £ ihcol  Vat 
G4 . 80 


Database 

Th  I Bliinber 

Primary  OR  197a  siC  Code 
Company  Bi^picryees 
Kxeoutive  Codes 

>fo  Available 
•*>  Required 
Selected  by 
•Mdreesed  Co 


Sequemued 


Ocpiee 

^ AdOltiooal  Data  Elrwcts 
Data  Dlofc 


Selectlpo  2 
Database 


- U.K. 


- all 

- ei 

- 1-  9 

- ALL 


‘*25 


- 200 
- RAKDOM 


NAKE23  PTUANCIAL  DIRSC^TOR 
- NAMSD  HAnAdN(3  DIRECTOR 


NAMBU  MOST  SENIOR  EXSClmVE 

- CODBTVr/j^cenri  ijig 

- alpha  (BU3TNBSR  NAME) /Ascend 

- 1 


Available 


ing 


1 ; Telephone  Number 

2 : 

Size  HIGH  UKNSITY  3 . - 
Software  COMMA.  nELIMITRD 


- U.K. 


AtB?  2* 


OlSro.  HUi™«»  fiwm  wjy 
'-•s’'  v/vca'^^)•  8i.cl<j  HP12  .11.1 


n tnoard 

‘loV^'BD  >e.  l*C4a 


CXj.  Ha.iiwl  (UAnaginy  Ctoaol,  J A f-v 
Mw^.  WO  V >|«r 
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CUstCMier: 


aeopok#  CiidiiaelB  Ltd 

S,"-*-  atr.  o^y  w„, 
raffoxd  Wli^rf  Roaa 
*iancl»e9t 

fr 

Ml 7 IPL 


1 

TEL;0M94  423698 


SduiU/  iVrvaHnp  . 
Th*  0«B  nm^iaim 


OuriH.«lrtT»0tUrt^d 
Halrrirs  Parm 
-^icp  Wycombe 
Bucks  MPJ3  4UL 
TeMplnsOB  01494  4i  ;?2  9ft 
01434  4S36  9B 
E^naii'  dbc(koctiBflaByn8t.ca,i*t 

CWII  DtTBCl  Miuknfttig  Swvicos 


^■r  J<cC  ; 4277fiq 

T«»lephone  Kj^jeir 

ot  daisxiic^ag 

®>0Bcuti-ve  OodeB 

»o  Available 
*>o  Awqiilred 
Svlect^  t»y 
Mdtess«d  to 


Scqiienced 


OOpi 

Mditional  Data  KleDeotB 
Data  Disk 


SelxBotion  3 


database 

Ttilepltoiie  Bksober 
lane  of  BugImsb 
CottfliUiy  Ki^loyigcs 

bo  Ava-i  lable 
®*o  lUiqulceil 

€elect«d  by 

Sequexjc^d 


Additional  Data  Blaaesnto 


- ail 

- accountants 

-^1.  t) 

ALL 


- S91 

- 200 

- RANCOM 


1-^  {.jcftk;  ruM 

NAMED  MRHAG.TRa  DIRUcTOa 
l'OWll/&i\r;cnviifVf( 

alpha  (BUSTkbss  NAMEVAecendino 


1 ; Ttlaphorie  Number 

2 : 


- SlEC 

- Software 


niGR  density  3.5" 

^XWMA  DBIlMITKD 


- U K. 


■ 

- doctors 

' 1.  9 

- 11025 

- 200 
RANDOM 

- CUUNTY/AscenUiag 

- roww/Ascentiinc 

- ^PHa  {bdgiwkss  NAME}  /Ascwndir.g 

- 1 Talephoae  Number 
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Mr  Steve  Holt  and  Mr  Rob  Bolton 

BT  Business  Solutions 

Anzani  House 

PP312B 

Trinity  Avenue 

Felixstowe 

Suffolk  IP  11  8XB 

16  April  1997 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire  SL1  1DZ 
Tel.  -t- 44  (0)  1753  530444 
Fax.  4-44  (0)  1753  577311 
e-mail,  info@input.co.uk 


Dear  Steve/Rob 


Tao  Project  - Revised  Project  Schedule  & Costs 

# 

Please  find  enclosed  a revised  project  schedule  and  costs  for  Proposition  One  and  Two.  We  have  managed  to  negotiate 
a slight  discount  in  the  costs  for  undertaking  further  UK  SME  research,  and  this  has  been  passed  on  to  you  by  way  of 
a lower  fee  rate  on  these  items.  Given  that  we  have  now  also  agreed  to  provide  two  reports  rather  than  one  (for  each  of 
the  propositions),  we  propose  that  tlie  milestone  payments  are  split  accordingly.  Please  confirm  that  this  is  acceptable 
to  you. 

Yours  sincerely 
Chris  Harris 

■ 

Principal  Analyst  for  Custom  Research 
CC  Mr  Paul  Connolly  (INPUT) 


I 


INPUT  LTD. 

Registered  in  England  No.:  1470416. 
Registered  Office:  Roils  House, 

7 Rolls  Building,  Fetter  Lane 
London  EC4A  1NH. 

VAT  Registration  No.:  GB  340  3422  04 


t 


FRANKFURT 
LONDON 
NEW  YORK 
PARIS 
SAN  FRANCISCO 
TOKYO 
WASHINGTON  D.C. 


BT  Project  Tao  - Project  Update 


15.04.97 


5.0  Project  Schedule 

Activity 

Time  span 

Commencement  date 

Completion  date 

1. Initial  Analysis  including 
Proposition  Two  questionnaire 
design 

2 weeks 

03/03/97 

17/3/97  completed 

2.Proposition  Two 

Telephone  Interviewing 
across  5 countries 

3 weeks 

18/03/97 

04/04/97  completed 

3. Proposition  Two 

Telephone  Interviewing 
Further  175  UK  interviews 

3 weeks 

22/04/97 

02/05/97 

3. Proposition  One 
Questioimaire  Design 

1.5  weeks 

I8/03/9T 
Jg/oq  /qT 

27/93/9T' 

4.  Proposition  One 
UK  Conference 

2 days 

14/05/97 

15/05/97 

7.  Analysis  and  report  writing 
of  Proposition  One 

3 weeks 

16/05/97 

06/06/97 

8.  Analysis  and  report  writing 
of  Proposition  Two 

3 weeks 

16/4/97 

09/05/97 

Each  stage  represents  a clear  milestone.  It  is  proposed  that  the  following  percentage  payments  are  as 
follows  (please  note  variance  to  allow  for  new  circumstances). 

STAGE  1 - 20%  Initial  analysis  of  market  proposition.  Milestone  - pan  for  how  to  deliver  market 
research. 

STAGE  2 - 20%  Telephone  interviewing,.  Milestone  - early  analysis  and  feedback  on  the  information 
for  the  telephone  interviewing. 

STAGE  3 - 25%  Analysis  and  review,  presentation  of  draft  report  for  proposition  two 
STAGE  4 - 25%  Analysis  and  review,  presentation  of  draft  report  for  proposition  .two  e’U.C 
STAGE  5 - 10%  Final  presentation  of  reports. 

6.0  Other  Deliverables 

INPUT  has  agreed  to  supply  BT  with  a binder  of  appro.ximately  15  competitor  profiles  derived  from 
its  Vendor  Analysis  Programme.  Companies  will  be  selected  specifically  for  their  strengths  in 
Enterprise  Resource  Planning  (ERP)  systems,  their  vertical  focus  and/or  their  software  applications 
expertise. 

In  order  to  assist  with  market  sizing,  INPUT  has  also  agreed  to  supply  BT  with  a copy  of  tlie  Business 
Integration  Market  Forecast  Report,  1996-2001. 

Both  of  these  deliverables  will  be  supplied  within  the  contract  fee. 
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BT  Project  Tao  - Project  Update 


15.04.97 


7.0  Fees 

Proposition  One  - Larger  companies 
UK  seminar 

BT  to  organise  set  up,  INPUT  to  attend  event,  undertake  questionnaire  design  and  analysis  of  data 


of  approx.  (50  returns  per  vertical  i.e:  150-in-total) 

6 man  days  of  consultant  input  @ £85-7-a-day  £5,142 

1.5  man  days  of  Managing  Director  input  @ £1 750  a day  £2625 

2 man  days  of  consultant  input  @ £857  a day  £1 714 

For  proposition  one  seminar  question  design,  iteration,  co-ordination  with  hand  set 
company  and  analysis  of  data 

4 man  days  of  consultant  input  @£857  a day  £3428 

For  proposition  one  questionnaire  design,  iteration  and  analysis  of  data 

3 man  days  of  consultant  input  @ £857  a day  £2571 

Additional  telephone- based  questionnaires 

UK  follow  up  calls,- 10  telephone  interviews  per  vertical  i.e.  (3x  10)  £1,000* 

*N.B.  -it  is  assumed- that-Rob  Bolton  and  David  Simpkins  would  be  able  to-do-this-sverk; 
in  which  case-this  element  would  not  be  charged  to  BT 

France.  Germany!  10-telepltene  interviews  per  vertical-i.e.  60  in  total  cancelled  £3^100 

Netherlands,  Sweden:  10 -telephone  interviews  per  vertical  i.e.  60  in  total  cancelled  £3,300 

12  man  days  of  consultant-input**  @ £857-a-day  £10^284 

(**for-proposition  one  questionnaire  designs,-  iteration  and  analysis) 

N.B.  three  separate  questionnaires  are  needed-to  relate  to  the  three  verticals.-plus 
analysis-of  business  processes.- 


Proposition  Two  - SMEs 

UK**,  France,  Germany:  75  telephone  interviews  per  country  i.e.  225  in  total  £12,000 

Netherlands,  Sweden:  50  telephone  interviews  per  country  i.e.  100  in  total  £6,000 

75  UK  telephone  intervieyvs  consisting  of  ‘micro’  professional  services  companies,  £3,600 

25  each  from  the  legal,  accounting  and  medical  professions  (1-9  employees) 

50  UK  telephone  intervieyvs  consisting  of  small  sized  companies  of  10-100  employees  £2,300 

50  UK  telephone  interviews  consisting  of  medium  sized  companies  of 101-500  employees  £2,300 

9 man  days  of  consultant  input  @ £857  a day  £7,713 

(proposition  two  questionnaire  design,  iteration  and  analysis) 

Report  Writing 

8 man  days  of  consultant  input  @ £857  a day  £6,856 

Total  (exclusive  of  VAT)  £51,107 

N.B. 

1.  Expenses  are  not  likely  to  exceed  10%  of  the  contract  value. 


2.  Obsolete  requirements  indicated  by  strike  through,  new  requirements  indicated  by  bold  italic. 

3.  **  UK  sample  supplied  by  BT. 

4.  No  allowance  made  here  for  continental  focus  groups. 

5.  Fees  include  admin,  for  supplying  contact  lists,  but  not  contact  lists  themselves. 
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FACSIMILE  TRANSMISSION 


To:  Chris  Harris 

Fox  Number  : 01763  577  311 

Pages  : 1 (including  cover  page) 


blSI»OKE  CHANNELS  LIMITED 


Usli«  Mciiili 

Quoy  Tmlfofd  Whorf  Rood 
MonehwIwM)?  1HH 
Maphofta  0161  876  7829 
FokOI61  877  1137 
r«oil;  t i«aaiMbup»Ue1ienflil«xe.»it 
tillo  b«jDQl»c1ionfi*l»  «o.iA/«W 


Subject  ; Telephone  Research 


Message 


Dear  Chris, 


Thankyou  for  subconracting  the  UK  phose  of  the  BT  teleresearch  programme  to  Bespoke 
Chonrels. 

I am  pleoscd  to  confirm  a price  of  £2310-00  for  the  delivery  of  175  UK  questionnaires.  We 
shall  begin  calling  on  22nd  April  A complete  the  project  for  the  2nd  April. 

Kindest  Regards 


Leslie  AAasih 
Account  Manager 


confidentiality  statemfni 

I he  inf\irmiiTion  r nnt.nmrd  in  tlim  Licuuiiilii  mes63  je  id  iiilen^Ied  loi*  the  use  ot  fhr  indi  vuliml  to  wlndi  it  i»  jddj'es&ed  ajtd  iiuy  couitdjt  inJonratlon 
tlwl  li  legally  pn\nligrd  m (.tmKcleiitial  uiidei'  appUjjable  law.  U Uic  reader  of  thi^  rnc'i»jiagi'  in  luit  tlu;  uiletxded  raeipteiil,  or  Ihc  employee  rr  agent 
delivering  the  nirssjige  you  are  haraby  notilied  That  -viy  di  v-hvmre.  jihotxxrijiytiig  or  dialribuUoa  is  luxaulhonscd  and  jimhibitetl. 

IN  THE  EVENT  OE  15AD  I KANSMISSION  PLEASE  CALL  •■44(0)161  »7ft7»Z<* 


I 


INPUT 


'^pvU/- 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date: 

10  APRIL  1997 

Confidential  Y / N 

TO: 

Name: 

Rob  Bolton 

Urgent:  Y / N 

Tel.  No: 

Company: 

BT  Business  Solutions 

Page:  1 of  2 

Fax  No: 

01394  673  723 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

Mail  out  for  UK  seminar 

Other 

Dear  Rob 


Please  find  attached  a draft  mail  out  letter  for  the  UK  proposition  One  Seminar.  We  await  your  approval 
before  submitting  this  to  the  printer.  Please  note  that  we  can  arrange  to  have  the  letter  automatically 
folded  in  half  (to  A5)  if  you  require. 


Regards 
Chris  Harris 

Principal  Analyst  for  Custom  Research 


BTfaxlO.4.97  5/96 
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INPUT 


MESSAGE  CONE I RMAT I DH 

10/04/97  14:56 

I D= INPUT  LTD 


NO. 

MODE 

BOX 

GROUP 

922 

TX 

DflTE/TIME 

TIME 

DISTANT  STATION  ID 

PAGES 

RESULT 

ERROR  PAGES 

S.CODE 

10/04  14:56 

00 ’31" 

01394673723 

002 

OK 

0000 

15  April  1997 


Dear  Colleague 


Network  Centric  Computing  - Concept  Meets  Reality 
INPUT  Seminar,  15  May  1997 


Today,  most  service  sector  organisations  are  faced  with  two  conflicting  objectives: 

1.  To  improve  levels  of  customer  satisfaction 
^ 2.  To  reduce  costs 

How  can  these  two  often  competing  objectives  be  bridged?  The  answer  lies  in  employing  new 
Information  Technology  to  improve  business  productivity  and  provide  better  targeting  of 
resources. 

With  this  aim  in  mind,  INPUT  IT  Market  Research  invites  you  attend  a seminar  on  Network 
Centric  Computing  - a field  of  IT  which  is  finally  coming  of  age.  This  is  a high  profile  event 
which  will  incorporate  presentations  from  leading  authorities  in  the  field,  including: 

• Robin  Bloor,  Chief  Executive,  Bloor  Research 

• Philip  Crawford,  Managing  Director,  Oracle  UK  & Ireland 

• Bud  Tribble,  Vice  President  & Chief  Architect,  Java,  Sun 

• Terry  Carlin,  Head  of  Customer  Service  Strategy,  BT 

This  event  will  offer  new  strategy  directions  for  your  company  and  will  be  attended  by  the  most 
senior  members  of  service  organisations.  Please  complete  the  return  card  today  - we  believe  your 
investment  in  time  will  be  amply  rewarded. 

Yours  sincerely 


Paul  Connolly 

Managing  Director,  INPUT  UK 
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independent  consulting  services  agreement 


EXHIBIT  A 

CONSULTANT  INFORMATION 

name 


NO.  QO-S 


i 


Address 


(Slv/A'f  wcxT; 


/ 


Telephone  01  h f ^7  (?  "1 


HI  no  . : 


n PROJECT  INFORMATION 

Project  Martager 

Project  Name  Code: 

Agreement  Date.-  From. 

Exhibit  Date  From. 

Replaces  Exhibit  A (If  Applicable) 


Si-  ¥ 


To:  Ot,  S 

To: 


m.  TASK  DESCRIPTION 

list  and  number  project  tasks  and  specify  in  detail  the  exact  scope  of  the  tasks  Attach  project 
specifications,  interview  forms,  etc 

*S7J  mr/7«  S^uctTo^T 


2^ 

<• 

(• 


«IC 


«« 


1 1 


N,  S.  SlT-^  «5T  OflSA^^/SA-yiO^i 

^0  UK-  t intlTM 

(fhtxgt*  ve^rtcAt-i^  's/UAu.*^  /o 

50  UK.  W/T/f  ^<^hJfS4Tti»nJs 

VJPEUI 83B  Pai ,c  1 of  4 Confidential . INPUT 

02/97 
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rv.  REVIEW  OF  PROGRESS: 

List  of  task  numbers  and/or  dates  review  of  progress  will  be  performed. 


^N»  29  • 


V.  DELIVEUaBLES/DUE  DATES/FEES: 

List  task  numbers,  date  due  and  fees  for  each  ‘ask. 

02  •s-'*'?  ^tVc  oo 


in»F.R!83B 

02/97 
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VI,  PAYMENT  SCHEDULE: 

List  task  numbers,  iirvoict  due  dale,  and  scheduled  mvoice  payment  date 

HI.  AFTe<  fiioOct/r 


Vn.  REIMBURSABLE  EXPENSES: 

List  type  of  expenses  and  maximum  amount  to  ae  reimbursed  INPUT  Travel  Authorisation  and 
Expense  Report  forms  to  be  attached. 

NOKIC  ■ 


VHL  AUTEORISATICWS 

Signed 


Contractor 
{Print  Name) 

Date 


Jt_l|  H ^ 


Signed' 


INPUT  : 

{Print  Name) 

Date: 


0-\-  ^ ^ 


PLEASE  REMIT  INVOICES  TO:  INPUT,  ATTENTION  (Above  named  Project  Manager) 
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! 
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CONTRACTOR  INSTRUCTIONS; 


This  independent  Consulting  Services  Agreement  is  not  valid  until  an  authorised  Requisition  by  the 
President  is  on  file  and  the  Agreement  is  signed  by  the  President. 

The  ARreemeni  must  include  an  Exhibit  A specifying  in  detail  the  work  to  be  perfotmed. 

All  work  must  be  prepared  and  submitted  in  INT  UT’s  style  and  format.  Examples  and  policies  may 
be  attached  to  this  Agreement  and  must  be  returied  to  the  company  prior  to  final  invoice  payment 

All  work  must  be  submittedi  for  review  accordin  j to  the  schedule  set  out  in  IV.  R£VTEW  OF 
PROGRESS 

All  work  must  be  submitted  according  to  the  schedule  set  out  in  V.  DELIVERABLES/DUE 
DATES/FEES  If  the  schedule  cannot  be  met  the  project  manager  must  be  informed  and  a new 
schedule  set. 

Invoices  must  be  submitted  to  the  project  Manager  according  to  VI.  PAYMENT  SCHEDULE  in 
order  for  payment  to  be  made  on  the  scheduled  dates. 

e Ad  invoice  must  be  submitted,  on  contractor  s formal  letterhead/ invoice  form. 

• The  project  code  must  be  referenced  on  the  invoice  and  the  payment  due  must  be  in  Bccordance 
with  payment  schedule  of  the  Exhibit  A. 

• Expenses  must  be  listed  separately  on  the  ins  oicc  and  completed  INPUT  Expense  Report  form 
with  attached  receipts  must  be  attached  to  the  invoice 

• Only  pre-autbonsed  travel  expenses,  incurred  visiting  INPUT  client/business  contacts  to  perform 
a project  will  be  reimbursed 

• Copying  and  postage  should  be  arranged  to  be  done  in  an  INPUT  office  where  possible. 

• All  expenses  are  reimbursed  at  cost. 

• Advance  payment  of  any  fees  ts  not  permittel. 

• Payment  is  contingent  upon  satisfactory  completion  of  all  work  submitted,  in  INPUT  style  and 
format,  according  to  the  speciTications  and  sthedules  in  the  Exhibit  A,  and  the  return  of  all 
INPUT  materials  prior  to  submission  of  the  final  invoice. 

• Payment  is  normally  schedules  to  be  paid  wiihin  1 4 to  '?0  working  days  after  submission  of  the 
invoice  to  the  project  manager  for  approval. 

• All  contracts  and  invoices  must  include  the  contractor’s  Tax  Identification  number  for  reporting 
to  taxation  authorities. 

Car  mileage  rate  for  the  use  of  an  employee’s  private  car  on  company  business  is  as  follows; 

Car  Eaginc  Sice  Rate 

uptulOOOcc  27p/mile 

uptolSOOcc  34p/inile 

up  to  2000cc  43p/f0ile 

over  2000CC  60p/mile 
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FACSIMILE  TRANSMISSION 


To:  Chris  Harris 


Fax  Number:  01753  577311 


Date  : April  8th  1997 


Pages  including  cover  page  : 2 


^••bIo 


BESPOKE  CHANNELS  LIMITED 


Yownsi 

Account  AAcmag^Jr 

Ouoy  West,  Trofford  Whorf  Rood 
Manchester  M I 7 ) Htt 
Telephone  0161  876  7829 
Fax  016  1 877  1 137 
• 'riuil.  r.yo«'>gOh*,pok.-chann.l, 

"p  b*ip^e-chono«li  oo  uk/nbd 


Subject  : Rough  Impressions 


Message: 


Dear  Chris, 


She«  ^ r ^ l°0K  al  the  results  so  far  arid  the 

ho^fthat  th?  s The  sod  or  r " ““P'"  I 

oontaT  etheTT  se^or  es^e 


Kind  Regards, 


(Tu^t 

Suzanne  Young( 


CONFIDENTIALITY  STATEMEMT 

information  that  9 legIhrpnvHeg'^Vo“^^^^  e JphcabllTaw  VTe°LLdeToh  '* 

.,  „e..rno«e.  £ s, S' 

UiJHE  EVENT  OF  BAD  TRAWSMISSIONPLEASE  CALL  <44(01161  «7S  7«1a 


08-Ap»"-97  08:40  bespoke  channels 


tVJ 

0 

« 

Q. 


C^ompanv  Profiles 


AKihides/FercepKons  Fnr  Propospd 
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FACSIMILE  TRANSMISSION 


Fax  Number:  ^0")a>U 

Date  : I ^<^-7 

Pages  including  cover  page  : ^ 


iwvd^^nerqric'n  hor  IT  'rwi  k«»ploc« 

BESPOKE  CHANNELS  LIMITED 


Su»inn«  Young 

Account  Manager 

Quov  West,  TroRord  Wharf  Rand 
Monchester  M 1 7 1 HH 
Telephone  0161  076  7829 
Fax  0161  877  1 137 
»-maH  i yDkingPb«Spok«  rhonnelj  CO  uk 
http;// WWW  boipok«-chonn«U  CO.uk/nbd 


Subject  : CoOi*mq-  Iq  SpRBFw^s>^e!crr 


Message: 


1>2^2U-  Cjr^fvzi 


f\x\^  CoczJLa 


“bc;> 


l>ot-:LK  o 


CUcijcLJi^  ^ CXx^  oU>iexwiy;x^,  ,d  . 

t€>c>  kw.OUt.0  (^cxx:> 

V_>0-vA_\  , 


CONFIDENTIALITY  STATEMENT 

The  'nformation  contained  in  this  facsimile  message  is  intended  for  the  use  Of  the  individual  to  which  it  Is  addressed  and  may 
contai.’i  information  that  is  legally  privileged  or  confidential  under  applicable  law  If  the  reader  of  this  message  is  not  the  intended 
recipient,  or  the  employee  or  agent  delivering  the  message,  you  are  hereby  notified  that  any  disclosure,  photocopying  or 

distribution  IS  unauthorised  and  prohibited 

IN  THE  EVENT  OF  BAD  TRANSMISSION  PLEASE  CALL  ■<•44(011 61  876  7829 
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Key  To  Codinti  on  the  Results  Spreadsheet 


Ttie  kev  Tor  cadi  section  appears  in  the  same  urtier  as  on  the  spreadsheet. 


Colu 

mo 

•Spcadshcil  Column  llcadiag 

Code  to  Answers  Appearing  There 

A 

Piojeel  ID 

13  1 database  inlonnation 

B 

Sample  Date 

its  above 

C 

Dist  Site 

as  abt've 

D 

1 elephonc  No 

as  above  - tclephtine  number 

H 

1 \di  Lines 

as  above 

1 

Call  Hill  ID 

as  above 

(,i 

Name 

as  above  - coiupanv  name 

1 1 

Name  L.xln 

as  above 

1 

Premises  No 

as  above  - house/buildimt  number 

.) 

Premises  Name 

as  above 

K 

Sail  Picimses 

ns  above 

I, 

Thnroughtare 

as  above  - street  name 

M 

I ocaliu 

as  above 

• 

N 

Post  1 own 

as  above  - tovviLeiiy 

(.) 

( niinry 

as  above 

P 

Postcode 

as  above 

Cell  No 

as  above 

R 

S 

I abs  Code 
SaicsOrg 

as  above 

1 

C'ontael  1 

«is  «ibovc* 
written  answer 

u 

Position  1 

vsritten  answer 

V 

Contact  2 

written  answer 

vv 

Position  2 

written  an.swer 

X 

Contact  i 

vvrillen  tinswcr 

V 

Position  3 

writteti  answer 

Dutcoiue  C.ode 

BT  database  iiifoniK-uion  - 06—  coniplcicd 
questiunniiii  e 

■AA 

Line  of  Business  (SIC  Description) 

wriUen  ntiswer 

AB 

Uosiness  1 iek  Box 

1-  Agiicultiiral/Fiirining 

2-  Business  Services 
3=  Cotistriietion 

4=  Financial  Services 
.“i-  I lealih/F.ducaiion/Social 
<>~  111- I'cch 

7~  LeisLircT'ersonal  Services 
8-  Manufacturing 
y=  Media/'Adveitising 
1 0^  Petrocbemical/F.ngineering 
1 1 — Professional  Services 
1 2=  Retail 

1 3=  T ravel/  I'van  sport 
14=  Wholesale 

AC 

Business  Other 

wi  irten  answer 

AD 

RcspoiHlenl's  1 itie 

wrillen  answer  ~ 

•AJ_ 

Deparlincnt 

written  ansvvei 

AJ 

Department  Iciniun 

WTitleii  answer  (telephone  number  of  respondent) 

1 


f 


I 
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Ac; 

Employees  at  location 

written  answer 

Ail 

Employees  Tick  Box 

1=  1-9 

2-  10-99 

3-  100-499 

4-  500-r 

•Al 

Approx  turnover 

witten  answer 

A.I 

1 iiniover  lick  box 

l-<JLlm 
2~  £lni  - £5m 
3-£5in-£IOm 
4^£10m  - £l5ni 
5-  £1 5m  - £20m 
6^  £20m  - £50m 

7-  £50m  - £1  OUin 

8-  >£ 1 00m 

AK 

Approx  number  of  PC  s al  site 

written  answer 

AI 

NlUilbor  oCPC's  tick  box 

1- 1-5 

2- 6-10 

3-  1 1 - 20 

4-  21  - 50 

5-  51  - 100 
6 - 101  - 200 

7-  >200 

8-  n/K 

AW 

Are  ibe  PC's  interconnected  ? 

1 = yes 
2=  no 
3-  D/K 

AK 

Number  ol  PC's  networked 

written  answer 

AO 

of  PC’s  networked 

written  answer 

AF 

l.AN  •/ 

1 yes 
2=  no 

3-  D/X 

AQ 

via  Intranet  ? 

1 = yes 

2-  no 

3-  D/K 

AR 

I . inked  to  Internet  ? 

1 = yes 

2-  no 

3-  D/K 

AS 

Number  Internet  PC’s 

written  answer 

Al 

% Internei  PC's 

written  answer 

AL) 

Do  you  linve  a cenirnl  computer  ? 

yes 
2=  no 
3=  D/K 

AV 

Internal  dedicated  TT  or  DP  Depr  ? 

1 ^ yes 
2=  no 
3-  D 'K 

AW 

Do  yon  use  any  external  bureaus  ? 

1“  jes 
2—  no 
3=  D/K 

Apr'-Sy  17  : IG  bespoke  charmeTs 


1 


1 


P . OA 


AX 

1 Appro.N.  cUuiual  budget  for  PC's,  Workstations, 
mainren.ance  & soltwarc  ? 

1-  < £5k 

2-  £5  - lOk 

3-  £10  - 25k 

4-  £25  - 50k 

5-  £50-  100k 

6-  £100-  250k 
7=  £250  - 500k 

8-  >£lin 

9-  £500k  - £lm 

10- -  D/K 

AY 

% I hirdware 

written  answer 

A7 

% SoMware 

WTilleii  answer 

BA 

Don't  Kjiovv 

1 - Don't  Know 

BB 

Don’r  Know  - Is  it  difliciilt  to  control  7 

1 - yes 
2~  no 
3-  D/K 

BC 

Why  difficult  to  Control 

Written  answer 

BD 

Is  IT  mission  critical 

1 - yes 

2 - no 
3-  D/K 

BI-: 

Value  for  iiiveslrnenT  ? 

1 = yes 
2=  no 
3-  D/K 

BF 

Why/ why  not  receive  value  in  IT  investment  7 

wr  itten  answer 

BG 

Who  in  your  organisation  lias  tiltiinate  purchasing 
responsibility  ? 

written  answer 

RH 

1 1 issues  - Hardware  maintenance 

1-6  rating  sc<ale 

BI 

1 IT  issues  - Upgradinu  hardware  to  keep  pace 

1-6  rating  scale 

BJ 

IT  issues  - Systems  administration 

1 -6  rating  scale 

BK 

IT  issues  - separate  islands  of  inl'tinnation 

1 -6  raring  scale 

BL 

IT  issues  - Managing  software  standards  and 
upgrades 

1 -6  rating  scale 

MM 

Other  problem  areas 

written  answer 

BN 

Sell  ■assessment  for  taxation  - Highly  Relevant 

1 = yes 
2=  no 
3=  D/K 

BO 

Self-assessment  - Presents  Time  Problem 

1"  yes 
2-  no 
3=  D/K 

BP 

Self-assessment  - Computerised 

1 ~ yes 

2—  no 

3-  D/K 

BQ 

Sell -assessment  - Done  Externally 

1 — yes 
2=  no 
3=  D/K 

HR 

Credit  Veiling  (Highly  KcMcvant) 

1 ~ yes 
2~  no 
3-  D/K 

BS 

Ciedil  Vetting  (Presents  Time  Problem) 

1-ycs 
2=  no 
3=  D/K 

1 

07-Apr'-97  17:  IG  bespoke  channels 


1 


P . OB 


I 


131 

Crcdil  Veiling  (Compuierised) 

1 - yes 

2—  no 

3-  D/K 

Bl ) 

Credit  Vetting  (Done  Externally) 

I — yes 

2—  no 

3-  D/K 

BV 

Financial  Accounting  (1  lighly  Relevant) 

1“  yes 
2=  no 
3-  D/K 

BW 

l•inancial  Aeeounting  (Present';  Time  Pioblem) 

1=  yes 
2=  no 
3-  D/K 

BX 

; Finnncinl  Accounting  (ConiiniTerised) 

: 

1~  yes 
2-  no 
3=  D/T< 

BY 

Financial  Aeeounting  (T)one  Externally) 

1 — yes 
2=  no 
3=  D/K 

B7, 

Bank  l iiin.saetions  (Highly  Relevam) 

1 = yes 
2~  no 
3-  D/K 

(.A 

Bank  Transactions  (Presents  1 ime  Problem) 

1 — yes 
2=  no 
3-  D/K 

CB 

Bank  1 ransaelions  (Computerised) 

1 yes 
2=  no 
3-  D/K 

CC’ 

Bank  1 ransaetinns  (L)one  Externally) 

1 - yes 
2-  no 
3=  D/K 

CD 

Purchase  Order  (Highly  Relevant) 

1“  yes 
2 ■ no 
3=  D./K 

CL 

Purchase  Order  (Presents  I'inie  Problem) 

1 ^ yes 
2=  no 
3-  D/K 

Cl 

Purchase  Order  (Computet iscd) 

1“  yes 
2“  no 
3-  D/K 

('G 

Purchase  Order  (Done  Externally) 

1-  yes 

2-  no 
3=  D,/K 

Cll 

Payroll  (1  liglily  Relevant) 

1 = yes 
2=  no 
3-  D/K 

Cl 

Payroll  (Presents  Time  Problem) 

1 “ yes 
2-  no 

3=  D/K 

t'M 

Payroll  (C'ornpurerised) 

1'  yes 
2-  no 
3 D/K 

CK 

l-’ayroll  (Done  Fxternally ) 

1 ■ ■ yes 
2=  no 
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ri. 

3=  r)/X 

Timcslu'ct  (Highly  Relevant) 

1 = yes 
2=  no 
3=  D/X 

CM 

Tiineshcel  (Presents  Time  Problem') 

1 = yes 
2=  no 
3=  DX 

CN 

Timesheet  (Computerised) 

1 = yes 

2—  mi 

3-  D/K 

CO 

1 itiiesheel  (Done  Exlemally) 

1 - yes 

2-  no 

3- -  D/K 

CF 

Invoieiiig  (Highly  Relevant) 

1 - yes 
2=  no 
3-  DX 

CO 

Invoicing  (Fresenls  Time  Problem) 

1 — yes 

2-  no 

3-  D/K 

c:k 

Invoicing  (Comptueiisod) 

1 — yes 
2=  no 
3=  DX 

cs 

Invoicing  (Done  txtemally) 

1 — yes 
2=  no 
3-  D/K 

CT 

Debt  Collection  (Highly  Relevant) 

1-  yes 
2“-  no 
3-  D/K 

cu 

Debt  Collection  (Presents  l ime  Problem) 

1 - yes 
2=  no 
3=  DX 

cv 

Debt  Collection  (CompLiterised) 

1 = yes 
2~  no 
3-  D/K 

cw 

Debt  Collection  (Done  Externally) 

l=ycs 

2—  no 

3-  D/K 

cx 

WWW  page  (Highly  Relevant) 

1 - yes 
2=  no 
3-  D/K 

CY 

WWW  Page  (Presents  l ime  Problem) 

1—  yes 
2=  no 
3=  D/K 

C7 

W'WW'  page  (Computerised) 

1“  yes 
2“  no 
3-  D/K 

DA 

W'WW  Page  (Done  Externally) 

1 ~ yes 
2“  no 
3-  D/K 

DB 

Order  Fulfilment  (Highly  Relevanl) 

1-  yes 

2-  no 

3-  D/K 

DC 

Order  Fultilraent  (Presents  l ime  Problem) 

I - yes 
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2—  no 

3-  D . 'X 

DD 

Order  rulfllnient  (Computerised') 

1 - yes 
2~  no 
3-  - D/K 

DL 

Order  Fulfilment  (Done  Extcrrmlly) 

1-  yes 
2~  no 
3-  D/K 

Dl 

Customer  Call  (Highly  Relevant) 

1 ~ yes 
2=  no 
3=  D.'X 

D(’t 

( usTonier  Call  (Presents  Time  Problemj 

1 — yes 
2—  no 
3=  D.'X 

OH 

Customer  Call  (Computerised) 

1=  yes 
2~  no 
3-  D/K 

Dl 

CTwiiimer  Call  (Done  Lxtenially) 

1 — yes 

2—  no 

3-  D/K 

DJ 

Sales  Order  Processing  (Highly  Relcvantj 

1 - yes 
2—  no 
3=  D/X 

DK 

Sales  Order  Processing  (Presents  Time  Problcni) 

1 = yes 
2=  no 
3- D/K 

ni 

Sales  Order  Pmees.sing  (Computerised) 

1 - yes 
2—  no 
.3-  D/K 

DM 

Sales  Order  Processing  (Done  Externally  ) 

1“  yes 
2-  no 
3=  D/X 

DN 

Other  1 (Highly  Relevant) 

Choices  1.  2 &,  3 as  above 

DO 

Other  1 (Presciils  Time  Problem) 

Choices  1,  2 & 3 as  above 

DP 

Other  1 (Computerised) 

Choices  1 , 2 & 3 as  above 

DQ 

Other  1 (Done  Externally) 

Choices  1 , 2 & 3 ns  above 

DR 

Other  2 (Highly  Relevant) 

Choices  1 , 2 & 3 as  above 

DS 

Other  2 (Presents  Time  Problem) 

C hoices  1, 2 & 3 a.s  above 

DT 

- 

(.Itlier  2 (Coiiipuierised) 

Choices  1 , 2 (fe  3 as  above 

DU 

Other  2 (L)one  Extcmally) 

Clioices  1 , 2 cfe  3 as  above 

DV 

Other  3 (Highly  Relevant) 

Choices  1 , 2 & 3 as  above 

DW 

Other  3 (Presents  Time  Probletn) 

Choices  1 . 2 &.  3 as  above 

DX 

Other  3 (Computerised) 

Choices  1, 2 & 3 as  above 

DY 

Other  4 (Done  Externally) 

Choices  1 , 2 & 3 as  above 

UZ 

AUitude.s/'PerceptionS/'lssiies 

written  answer 

l;a 

Attractive  Proposition  - Managed 

1 -0  rating  scale 

i-;b 

Arti'active  Pioposilion  - Selt’Managed 

1 -fi  rating  scale 

EC 

Proposition  - Billing 

1 = yes 
2=  no 
3-  D/X 

1.1.) 

Proposititm  - Invoice  Production 

1 = ye.s 
2=  no 
3=  D.'X 
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F.F 

Fropositiori  - Bill  Collection 

1 = yes 
2=  no 
3=  D/X 

LI 

Proposition  - Debt  Collection 

I — yes 

2—  no 

3-  D/K 

F('. 

Proposition  - I-’iirdiasiiig 

1 “ yes 

2~  no 
3-  D/K 

Fir 

Proposition  - Telesales 

1 = yes 
2=  no 

3=  D/K 

HI 

Proposition  - Telemarketing 

I = yes 

2—  no 

3-  D/K 

IJ 

PropositioJl  - 1 oil  service 

1-6  rating  scale 

LK 

Securitv’  - happv 

1 = yes 
2=  no 
3-  D/K 

LL 

Security  - relucianlly 

1 - yes 
2—  no 

3=  D/X 

FM 

Security  - not  consider 

1 = yes 
2=  no 

. 

3=  D/K 

F.N 

Seciuity  - other 

written  answer 

F.O 

Puiehase/'rent  hardware 

1“  purchase 
2“  rent 

LH 

Why  ptirchase/ronl 

written  answer 

LQ 

Payment  method  - onc-ofT  purchase 

1 - yes 
2=  no 
3=  D/K 

LK 

Payment  method  - Per  Transaction 

1 - yes 

2~  no 

3-  D/K 

HS 

Paynieiil  method  - Time-Based 

1 = yes 
2=  no 
3=  D.ac 

LI 

Payment  method  - Fixed  Monthly 

1 “ yes 
2~  no 

3-  D/K 

LU 

Payment  method  - Fixed  Quaiterly 

1-  yes 

2—  no 

3=  D/K 

HV 

Importance  t>t' Supplier  brand  name 

1 -6  rating  scale 

F\V 

Supplier  - major  relecomnmnieations  company 

1-6  rating  scale 

■ 

FX 

Supplier  - major  1 1 Vendor 

I -6  rating  scale 

LV 

Supplier  - bank  or  linancc  house 

1 -6  rating  scale 

LZ 

Supplier  - Intenicl  provider 

1 -6  rating  scale 

I'A 

Supplier  - Other  organisation 

wTitlen  answer 

IB 

BT  reaction 

writlen  answer 

1C 

Does  this  surprise  you  ? 

1-  yes 

2—  no 
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ID 

Why ' why  not 

written  an.swer 

FT- 

B J capable  of  serv  ice  ? 

1-6  rating  scale 

FI- 

BI  capable ‘:'4.  5.6. 

wTitten  answer 

FG 

Lalianccd  - Maj<)i  IT  vendor 

1-  yes 

2—  no 

. 

3-  D/K 

FH 

F.nhnnced  - High  Street  Bank 

yes 

2~  no 

3-  D.'K 

FI 

l ahanced  - Major  ii nance  company 

1 “ yes 

2^  no 

3-  U/K 

IJ 

Fnlnnced  - 1 adoring  company 

1 = yes 

2=  no 

.3-  l.)/K 

1-K. 

Enhanced  - other 

written  answer 

l-'I. 

Interested  in  learning  more  ? 

yes 

no 

MESSAGE  CONFIRMATION 
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Fa.\  Form  5/96 


Confidential  — INPUT 


INPUT 


Mr  Peter  Moldram  and  Mr  Steve  Holt 

BT  Business  Solutions 

Anzani  House 

PP312B 

Trinity  Avenue 

Felixstowe 

Suffolk  IP  11  8XB 

3 April  1997 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire  SL1  1DZ 
Tel,  -h 44  (0)  1753  530444 
Fax. -h  44  (0)  1753  577311 
e-mail,  info@input.co.uk 


Dear  Steve/Peter 


Tao  Project  - Proposition  One 

Given  that  Proposition  One  has  changed  from  the  revised  proposal  dated  13/03/97,  we  thought  that  it  would  be 
opportune  to  take  stock  of  the  implementation  strateg\'  and  cost  situation. 

To  recap,  we  understand  that  the  business  case  wilt  now  not  be  submitted  until  the  end  of  June,  and  that  the  UK 
conference  has  been  scheduled  for  rehearsal  on  15'*’  May  at  Anzani  House  and  delivery  on  16'*’  May  in  central 
London.  In  addition  to  BT’s  contribution  by  Terry  Carlin,  there  will  also  be  representatives  from  Sun  and  Oracle. 

In  accordance  with  our  proposal.  INPUT  will  design  the  questions  used  in  the  conference  to  suit  the  handset  format 
and  analyse  the  data  subsequent  to  the  event.  The  final  number  of  contacts  obtained  will  be  of  the  order  of  3,800 
potential  attendees  across  the  health,  banking  and  finance,  utilities  and  transportation  sectors.  INPUT  has  been 
actively  involved  in  organising  the  contact  lists  for  this  process. 

For  the  UK  conference,  INPUT  has  agreed  to  undertake  the  following: 

• to  act  as  compare  throughout  the  conference  (Paul  Connolly,  INPUT  Managing  Director) 

• to  present  INPUT  research  material  at  the  beginning  of  the  conference,  based  on  information  derived  from  our 
Internet  programme  (James  Eibisch) 

• to  manage  the  question  session  at  the  end  of  Terry’s  presentation  (Chris  Harris) 

Including  rehearsal  time,  we  estimate  that  this  will  incur  6 man  days  of  consultant  input  - unchanged  from  the 
proposal,  although  the  charge  out  rate  for  our  MD  is  £1,750  per  day.  (Net  change  to  fee:  -i-  £893). 

Following  on  from  this,  it  has  been  agreed  that  I (or  an  agreed  other)  will  also  chair  two  focus  groups  - one  to  be  held 
in  Paris,  the  other  at  an  as  yet  undefined  location  in  Germany  for  approximately  10-12  attendees.  BT  has  agreed  to 
put  forward  its  own  offices  as  possible  venues,  as  INPUT’S  offices  in  Paris  and  Frankfurt  have  insufficient  space  (i.e. 
no  boardroom).  INPUT  has  also  suggested  that  the  event  would  have  more  appeal  to  high  level  decision  makers  if  a 
senior  member  of  BT  was  on  hand  to  introduce  the  event  and/or  give  a short  presentation.  It  may  also  be  worth 
turning  the  event  into  a ‘round  table’  where  broader  Internet  related  issues  are  debated  - a format  which  INPUT  would 
be  happy  to  chair  and  has  used  successfully  in  the  past.  These  have  been  in  more  informal  surroundings.  A note  of 
caution  - our  experience  suggests  that  directors  will  not  usually  attend  events  of  this  nature  if  they  are  merely  asked  to 
watch  a video! 


INPUT  LTD, 

Registered  in  England  No.;  1470416. 
Registered  Office;  Rolls  House. 

7 Rolls  Building,  Fetter  Lane 
London  EC4A  1NH. 

VAT  Registration  No.:  GB  340  3422  04 
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INPUT  can  arrange  for  the  focus  group/round  table  to  be  held  in  French  and  German,  in  which  case  the  video  from 
the  UK  conference  would  need  to  be  dubbed  or  subtitled.  Alternatively,  if  you  would  prefer,  the  event  can  be  held  in 
English.  Please  advise  of  your  preferences.  If  you  do  want  us  to  arrange  a round  table,  please  give  us  plenty  of  notice. 
At  this  stage,  the  cost  of  holding  this  event  is  difficult  to  determine  given  video  and  translation  requirements  and  who 
you  might  want  to  chair  the  event  - including  possible  representatives  with  fluent  French  and  German.  Please  let  us 
know  as  soon  as  possible,  as  invitations  to  both  events  will  need  the  same  lead  in  time  as  the  UK  conference,  given  the 
seniority  of  the  target  audience.  (Net  change  to  fee:  see  note  below). 

The  revised  proposal  calls  for  a total  of  60  telephone  interviews  in  France  and  Germany  and  a further  60  in  the 
Netherlands  and  Sweden.  For  this  the  fee  was  £6,400,  which  can  now  be  deleted  (net  change  to  fee:  -£6,400) 

Additionally,  we  also  allocated  12  man  days  of  consultant  input  for  proposition  one  questionnaire  design,  split 
between  verticals.  This  allocation  remains  unchanged,  as  work  will  now  shift  to  preparation  for  the  focus  groups  and 
dissemination  of  data  gleaned  in  the  course  of  the  event.  With  this  new  format,  we  intend  to  pitch  different  questions 
at  attendees  from  different  sectors.  The  text  will  now  be  designed  to  follow  a more  open  script  to  allow  different 
avenues  to  be  explored.  Necessarily,  this  will  produce  more  qualitative  information  and  less  quantitative  data, 
allowing  respondents  to  espouse  their  views  in  an  unbiased  way.  (net  change  to  fee:  zero). 

Finally,  we  have  been  requested  by  Rob  Bolton  to  provide  an  extra  20  returns  for  the  UK  SME  survey  and  also  to 
cover  the  cost  of  this  work  ourselves.  In  practice,  this  will  cost  another  £1,000.  We  will  realise  that  we  are  not  at  fault 
for  the  sample  we  were  originally  presented.  However,  we  will  stand  to  this  cost  on  two  conditions:  (I)  BT  uses  the 
credit  of  £5507  noted  above  to  pay  for  the  implementation/dissemination  stages  of  the  two  focus  groups  (2)  the 
miscellaneous  costs  of  video  hire,  venue,  attendee  hospitality  and  INPUT  travel  are  treated  as  separate  e.xpenses.  We 
trust  this  meets  with  your  approval  and  look  forward  to  your  confirmation  that  we  may  proceed  on  this  basis. 


Yours  sincerely 
Chris  Harris 


Principal  Analyst  for  Custom  Research 
CC  Mr  Rob  Bolton 

Mr  Paul  Connolly  (INPUT) 


STEVE  TAYLOR 


01394674017 

^ 01394674017  04/02/97  14:14  0:02/02 


NETWORK  COMPUTING 
Concept  Meets  Reality 

QUOTE’  j K.C* 

fo  lAfe  aiA^  ftp -fpv  ^oi\-  I 

The  dawTi  of  the  PC  was  heralded  as  a fundamental 
change  to  the  way  people  work,  offering  improvements 
in  customer  service  and  cost  reductions  The  next  stage 
in  this  evolution  is  the  power  of  modem  networks. 


You  can  barely  pick  up  any  magazine  these  days 
without  reading  about  networks,  Internets  and  Intranets, 
with  articles  saying  how  the>'  will  change  the  world. 


We  can’t  promise  that  your  business  world  will  be 
changed,  but  wc  can  offer  an  opportunity  for  you  to 
look  beyond  the  hype  and  see  how  BT  has  worked  with 
its  business  partners  to  implement  network  computing 
in  its  infrastructure. 


^nis  conference  is  not  a sales  pitch,  it  is  about 
exchanging  information  You  will  be  able  to  sec  how 
leading  edge  IT  applications  have  been  applied  to  give 
BT  a competitive  advantage  in  its  customer  service  and 
cost  management.  We  will  be  running  an  interactive 
session  to  capture  your  views  and  experiences  in  this 
area 


The  Conference 


This  event  will  have  high  profile  guest  speakers  from  f 
BT,  Sun  and  Oracle  who  have  been  at  the  forefront  of 
recent  IT  innovation. 


Agenda 


09.30-  10.00 

Registration  & Coffee 

10.00-  10  10 

Welcome  & Introduction 

10.10-  10.30 

INPUT  Presentation 

Network  & Internet  Market  Trends 

10.30-  11  10 

ORACLE  presentation 
IT  Strategy? 

11.10-  11.50 

SUN  presentation 
IT  Strategy 

11  50  - 12  15 

Coffee 

12  14  - 13  00 

BT  presentation 
Implementation 

13  00  - 13.30 

Interactive  Session 

13  30-  14.30 

Buffet  Lunch 

The  presenters  from  Sun  and  Oracle  will  outline  their 
business  strategies  and  developments  that  will  liave  a 
direct  effect  on  the  way  companies  operate. 

Wsny  Carlin  of  BT  will  present,  and  demonstrate  the 
reality  of  putting  these  new  concepts  into  a live 
competitive  environment 

Who  Should  attend? 

Any  director  who  is  interested  in  achieving  world  class 
customer  service  at  world  class  costs  People  who 
attend  w ill  leave  tliis  conference  with  a clear  vision  of 
how  leading  edge  network  developments  can  improve 
the  way  their  company  operates. 

To  Register 

To  confirm  your  attendance,  please  return  the  reply 
paid  card. 
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From:  David  Parnell  To:  Chria  Harris 
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+44  1527  836751 

Date:  25/3/87  Time:  16:31:18 


FACSIMILE  COVER  PAGE 


To:  Chris  Harris 

Time: 

16:31:02 

From  : David  Parnell 

Date: 

26/03/97 

Subject:  Microsoft  Word  - GERMAN~1.DOC 

Pages  (including  cover):  2 

For  the  URGENT  attention  of  CHRIS  HARRIS 


Chris, 

Herewith  my  comments  on  the  German  questionnaire  - pretty  good  in  general  but  a few  points  need 
tidying. 

Any  queries,  get  back  to  me. 

Have  a good  weekend. 

David 

Peacock  Services 
01527-836751 

1 00071 .256@compuserve.com 


M 


From:  David  Parnell  To:  Chris  Harris 


Page  2 of  2 


+44  1527  836751 

Date:  26/3/97  Time:  16:31:46 


Comments  on  German  Frop2  Questionnaire 

(pu^t-  noi  f't'lt-f'  lo  Lii'-spoki'-  s paf^t'.  nos,  j'ullKt'  ihcin  iha  Inpiil  pcif^t-  nox!) 


Cluis. 

T.ooks  prelly  good  generally  - only  one  or  lv\o  relalively  minor  points,  listed  below; 


Page  2 

1"'  para:  intro  savs  iiitcnicwcr  is  "from  iha  Company  Input  ratlicr  than  on  bahalf  of...  as  in 
original  English. 

Page  3 

Turnover  band  C1 00.000.000  is  missing  Did  >v>/,/  edit  it  out  or  have  tbey  missed  it? 

Para  under  Tnl'rastruktur  Inl'ormationstecbnik  (TT)  asks  Ibr  approx,  number  o(  installed  Computers, 
rather  than  PCs  Needs  to  be  more  specilic  (the  term  PC  is  used  understood  in  German  as  al'r  as  T'm 
aware). 

Page  4 

T.ast  question  asks  about  TT  decision-maker,  note  to  interviewer  asks  Cor  name  as  well  as  job  title 
whereas  English  version  only  requested  job  title  (or  did  iv:;//  add  this.O 

Page  5 

Third  bullet  point  question  in  table:  talks  olThe  "integration  oj  new  PCs  with  existing  systems  - the 
"new"  needs  to  be  removed. 


Page  6 

Table:  "l-'mancial  ^[ccoiiniing''Bookkeeping  has  come  out  as 


"Bookkeeping  & l inancial 


Planning  " 

"Debt  Colleclion/B'acloring"  has  come  out  as  "Credit  Control  & Debt  collection 

"Order  Fulfilment  Progress  Chasing"  - Conner  is  OK  but  "progress  chasing  has  come  out  as 
"project  .uipervision  control" . which  isn't  quite  right!  Not  sure  that  they  ve  understood  what 
progress  chasitig  is  in  this  context! 


Page  7 

2"'’  paragraph.  2"''  line  : word  repealed  at  end  oC  line  Oe/.vu’c’/Te  ") 

2'"‘  paragraph,  last  sentence  : Mentions  "version-control"  & '"licensing  but  not  upgrades 


Have  a good  break! 


David 
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FACSIMILE  TRANSMISSION 


To:  Chris  Harris 

Fax  Number  ; 01753  577311 

Pages  . Zfe  Ondudin^  cover  pa^e) 


If, II  I.,  lU  rr 

•ISPOKE  CHANNELS  LIMITID 


UsH*  Nkiiih 

Qvoy  Tmffor^  WHorf  Rood 
Monchovtor  M17  >HH 
Mepfiana  0161  676  7$?9 
Fok  0161  877  1137 
r^il;  LrNQMh#b«*pokoeKofMv«U.ce.4ik 
Hip : //www.  boipolto<honr)eli  CO  A/nbd 


Subject  Translations  of  BT  Research  questionnaire 


Message 


Oeor  Chris, 

Please  find  attached  3 European  translations  - French,  German  <4  Dutch 
Expecting  the  Swedish  version  tomorrow  morning. 

Kindest  Regards 


< ONUnHNriALITV  STArCMtNT 

’''-"‘■f  >»  >t,tc,uI<M  I<m-  .h,-  n.  Ihc  uulividua]  lO  wlUdl  U 11,  *dd.«.ed  ,«,.d  ....y  , .ntartn,-,t.r.„ 

J . iiJC|,aLv  tmUlRyd  Ol  yOnlKWildiU  Uiidyy  a(..f;lKdbUU.v.  Inh...  ryvi.l.T  ,.f  the  Intended  iL'CipictU,  OI  diKemoloyy,  or  .lyym 

y I 1. . nn}»  t . you  ajc  hereby  uoUiied  lliai  aav  JifttioMirt*.  phot<x  i*]>yin^.  pr  <JisTrihntioTi  iN  nnoiithop^cd  juid  prolubnecl 
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Voorstvl  2 - SMF.  hedrijfsapiilicaties  in  vcrscliillende  secturCD 
Ti’Icfoonenquete  feiruh'cr.suJ) 

luleidin^/  Bcpaling  van  I'c^chLktlieid 

I'Vi'CHig  lUHir  /if  fi^f/niar.  dlrectfur.  fin/mcieel  diffclew) 

Gocdcmorgen/'-middag.  Mijii  naam  is . Tk  bcl  narnciis  Input  een  f^rotc  intcrncUiortah'  IT- 

adviexhiuinij.  Wij  7ijn  mimienieel  bezig  met  ecn  strategiscli  ondcrzock  voor  een  grote  maaLseiiappij  die  een 
beeld  wil  kiijgen  van  dc  wensen  van  de  klnntcn  om  le  kijken  ofer  een  vraag  zou  zijn  naar  een  nieuwc  reeks 
producten  en  dieiisten  die  gericht  zijn  Op  het  verbetcren  van  de  bedi’ijfsetbeicTilie  eii  iiet  besparen  van 
kosten  in  kleme  lot  middelgrote  bcdrijven.  Als  u dat  wik,  vcrlcl  ik  u aan  het  einti  van  het  interview  met 
geitoegen  dc  naain  van  dit  bedrijt- 

Ik  wil  benadrukkeri  dat  dit  ge*  /i  campagne  is  ter  bevordering  van  de  verkoop  of  het  klantenbestand.  Als  u 
echter  graag  op  dc  lioogte  wilt  vvorden  gdiouden  van  eventneic  ontwkkclingen.  dan  kan  ik  dat  rcgclen. 

Ik  stel  u ccrsl  ecn  aantal  vragen  (wer  dc  dagclijkse  gang  van  zaken  binnen  uw  bedrijf;  dit  duun  ongeveer  15 
tot  20  mimitcn  (Alx  itc  on/krvr-ani^/if  lift  le  ilriik  heeji.  uiii/tk  /inn  een  cifspraak  om  op  i‘vn  /mdere  tijd  tcruj/ 
If  bf!lf/i ) Tk  wnl  graag  beginnen  met  vvat  algcTiietic  informntie  over  uw  bedrijl'cn  uw  rol  in  het  bedrijf. 

(jcgcvciis  van  bedrijf  en  ondervraagde 

Naam  van  beJriJl':  _ 

l.ocatie  (plaat.s  ■'  land). 


Sector:  (specificeer  cn  zci  een  kruisje  achter  de  betreftendc  SIC  code) 


I Agrarischdsocraibcdri  j f 

Prodtictie  / voedsel  / fextiel  tnitgezonderd 
petrochemisch  f echniek  ! Hi-tech 

[uedrijfsdiensten 

Media ! reclame 

I Bouw 

Petrochemisch  / 1 echniek 

1 1 ittaiicieel 

Deskundige  dicnslverlcning 

Gezondheid  ' ondcrwijs suciale  diensten 

Delailhandel 

Hi-tech 

Reizen  ' vervoer 

Vrijetijd  ■'  persoonlijkc  diensten 

Groolhandel 

Oveng  ispe/.  ificeer) 

— 

I uiu  tie  \ an  ondervraagde: 

Aldeliug ! divisie:  

Telcfooiinr.  (c/miroleer  u!  lecbi'l/ie  nummer  doorkiesnr  correcl  h)  

Aanlal  wcrknemeis  aldnnr  (heireffemie  /lanud  //unkn/isen  iridien  tiiei  heschikhanr) 

1 -9  __ 

10-99  _ 

100-  499 
500- 

/F.nc/uelci/r.  rice:  in/l/f/i  /■/■  op  /if  Incaiie  meer  /km  5UU  werk/if/Hffx  zijn.  mod  de  encjucic  />p  be/ee/de 
/////r/ier  w/vden  cifgehr/>ken  ) 


I 
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laarlijkbe  onuer.  bij  benaJcring: 

be.M.  hiJiluuir) 


Mtimil  luinkn/ixen  inJwn  niul 


Minder  dan  £1  000.000 
£1.000.001  • £5.000.000  ~ 

£5.000.001  - £10.000  000 
£10  000.001  - £15.000.000 
£15.000.001  - £20.000.000 
£20.000.001  - £50.000  000 

£50.000.001  -£100.000.000  

meer  dan  £1 00.000.000 

IT-inl'rastrucfuur 

Ik  wil  U grang  een  aanta!  algcmcne  vragen  stellen  over  uvv  huidige  IT-infi  aslruetuur. 


■Aanfal  PC’s  op  uvv  al'ddlng  (bij  benadermg):  (Cehyuik  evcniiici'l  otidiir.Uuwdc  ycKdkn  e„  wnuiki 

unhekt'iid'l  ^ ’ 

1 - 5 
fi-  10 
11-20 
21  - 50 
51  - 100 
101  - 200 

> 200  

Onbekt'nd 


Zi'm  de  PC  s onderlmg  vcrbonderi  (d  vv.z.  in  een  netwerk)?  .kVncc.'oribckend 

Zo  la.  lineveeP:  o[  % /ii,d)cjj  auntu/  m\'l  vonrlinndfn  /v,  vraaf^  om  paschal  “bj 

Zo  ja.  via  een  LA  N ( plaatsebjk  nelwork!  .la/nee/onbekend 

7 Ja/nee./onbekend 

Zijn  de  PC  s of  bcl  ncivverk  verbonden  met  het  Internei':’  Ja/iiec/onbekend 

Zo  la.  boeveel';’ o| % (indien  aunlal  niei  vonrhandeu  is,  vi  aaf'  om  gcscha/  %.) 

Maakr  u gebnnk  van  een  cenlrale  computer,  d.w.z.  .la/nee/onbekcnd 

gecenti  alisccrde  daiav  erwerking? 

Heefi  u inteni  cen  spcciale  afdeling  I T of  datavei-wcrking? 


Maakt  u gebruik  van  cen  e.>aeni  coinputerbureau  of  een 
bedri  |f  voor  daiav  erwerking  op  alslatld  ' 


Ja/'nee.'onbekend 

Ja.''iicc/onbekend 


Will  ib  bet  Jaai  lijkse  budget  voor  PC's,  werksliilioiib  cn  beireffend  onderhoud  en  software?  (P;<;/7eev  een 
sehallin^  te  kvii^en) 

minder  dan  £.“'000 
£5001  - £10.000 
£10.001  -£25.000 

£25.001  - £50.000  

£50.001  -£100.000 
£100  001  - £250.000 
£250,001  -£500.000 

£500.001 -£1.000.000  

nicer  dan  £1.000.000 
nici  bekend 

1 leeft  u enig  idee  hoc  de  verdeling  is  lussen  hardware  en  software'’  (prnhecr  cen  schailiny  k>i  le  krijv,eri) 
Hardware •%  Software “-i,  Niei  bekend 
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Is  clai  omdal  du  inodlijk  bij  te  houden  is'!’  .la  / ncc 
/its  antwoord  'ju'  is. 

H«)c  koiiit  dat  deida  u?  

(Commi^ntanr  nntercn)  


Is  IT  csscnlicd  vuor  uw  bedriji?  Ja/nee.'onbekcnd 

Vind  II  dat  u vvaar  krijjil  \ooi  u\v  investei  ing  m IT?  Ja/nee/onbekend 

Waaroin  / waarom  nicl'.’ 


Wif  lies'l't  in  uw  oriianisatie  dc  uilcindclijkc  vs’ninlwooi'deliikheld  vonr  bet  inknpcn  van  IT-pniduvlon.^ 
ll  tauK  o'H  <■/<■  hftrefjmdc  fimclk'i 


Wctke  van  de  voliiende  IT-kwcsiic.s  /.ijn  voor  u een  probleem?  (ieet  a.ii.b  aan  op  ccn  scbaal  viui  1 tot  6, 
vvaarbij  1 Tze/t'/JTua/ wt’c' ' bctckcnl  on  6 'hclcnnuil  niv!  "H'e  t'cns 

(EtKjuileiir  ru  e roteet  de  vnl^oi  de) 


• 1 lardware-cnderhoud? 

• llet  uitbreiden  van  hardware  oni  le  kuimen  bliiven 
voldoen  aan  de  vcreibten  van  de  uiemvste  softwarc- 
veisics'.’ 

• Systeenibeheer  (bijv.  Iiet  onderling  verbinden  van 
PC's  of  bet  verbinden  daarvan  met  be.staatide 
bysienien)'.' 

• Veibihillende  bedtijlsapplicaties  nict  geVnlegrceid. 
hetgeen  apnile  'infonTiatie-cilandje.s’  lot  gevolg 
heelV.’ 

• Hel  garanderen  van  gestandaardiseerde  versies  van 
soRware  cii  hel  beheer  van  de  voorziening  van 
upgrades  eii  'fixes’? 

Dtink  u wel.  /iin  er  nog  andcre  problcenigebieden  die  ii  bier  kuni  noenien? 


Helf- 

miiiil 

mee 

eens 

1 

A/ee 

eem 

2 

IVcuir-  1 
schijn- 
Ujlt  me* *' 
eens 

3 

Wuar- 
schijn- 
li/k  niet 
mee 
eens 
4 

Sk't 

mcf 

eens 

5 

Ihde- 

nuiai 

nk'i 

wee 

eem 

<i 

1 
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Applitatits 

Fk  wil  II  mi  graay  dool  eeii  koiT  riitje  taken  of  proces.scri  nciiieii  eii  u hierover  vier  koite  vingen  stdlen.  I)e 
vragen  /.ijn: 

(ai  i',  tie  laak  of'tict  pieces  liij7onder  relevant  soor  iiw  bediijf.’ 
tb)  geell  dit  pioblemen  op  het  gebied  van  de  kosteii  ol'tijd  per  unit? 

(e'l  vundl  lift  dooi  een  cempurei  gedaan  (in  plants  van  luel  de  handV? 

Id  I wordt  heT  extern  gedaan'!* 

( Lfhjin' ! V t< r i ic  f rvH'er  vnlf^ordej 


Ligen  berekeiiing  van 
Fieliistingverplichting 
K.rediclwaardigheidsonder7oek 

rifianciele  adniinistratie  btickhouding 


• Umiktransncties 

• Iiiknuporders 


• l.ooiiadiiiinislratie 

• Verwerkiiig  van  tiidstnten  en  onkosten 

• bactLireriag 


• Incassering  i taetonng 


• Proinotionele  pagina's  op  het  IrUerriel 


• Ordei  verwerking  / voortgangscontrelc 


■ Veiwerking  van  relctoonijes  van  klantcn 


• Vei'kcopoi'dei  \ eiwerking 


(F.iiaiit’iL'U) ■ no;:  m/cig  iiaor  miur):  nndere  taken,  bijvoorbeeld;  inventarisbeheer,  wei'lcnemersgcgevens. 
distrihutie.'logistiek,  vvcvkkracliiplaiinitig,  beheer  van  klantenrekeningeie  applicaties  met  hoge  datavolumes? 
(ii  hrtif  hit'rnndcr  np  a uh) 


JA;'NLL 



JA,*NEE 

-IA.*NFF.'' 

VVEET  NIFT 

JA/NEE/ 
WFFT  NIFT 

.lA.'NEH 

JA'NLL 

JA./NEE/ 
WLEl  NIL  f 

.FA.'NFF.'' 

WEET  NIFT 

J.VNEE 

-lA/'NFF, 

JA/NEL/ 
WEE  r NlEl' 

JA/NEh-:/ 
WELT  NIF  I 

(a) 

Zeer  > f levant 

(b) 

Ceeft 

t'/oNemen  met 
hid  en  hoi'ten 

(cj 

(leauionuili 

.^eerd 

(d) 

Extern 

uit^evoerd 

lA/NEE 

JA/'NEE 

JA/NE.F/ 
WTET  NIET 

.lA./NF.F/ 
WFFT  NIFT 

lANFK 

.kVNEE 

JA.'NEE/ 
WEEI  NIEl 

JA/'NEE/ 
WLEJ  NIEl 

JA/NEL 

JA''NEF, 

lA.-NFF/ 
W'FFT  NIFT 

JA/NHF/ 
WFFT  NIET 

J.A''NEE 

JA/W-F 

JA/NFF/ 
WFFT  NIFT 

JA/NEE/ 
WHE  T Nli;  1 

.r,\/'NFF 

JA/NEE 

JA/'NEE/ 
WELJ  Nil  1 

JA/'NFF/ 
W’FFT  NIFT 

-lA-dsIFF 

J/VNEE 

JA/NEF/ 

W EE  J'  NIET 

JA/'NFF/ 
W'F.FT  NIFT 

lA.-TJEF 

JA^'NEE 

JA/NEI'/ 
WEET  NIFT 

JA.''NFF/ 
WFFT  NIFT 

.lA/'NFF 

JA/NEE 

JA/'NEE/ 
WEE'l'  NlEl 

JA/'NFF/ 
WEET  NIFT 

.lA/'NEE 

JA'^NTE 

JA/NFF/ 
WELJ  NIET 

JA/NEi;/ 
WEET  NIET 

J.A'NEE 

J-A'INFF 

JA/'NFF./ 
WFFT  NIFT 

JA/NEE/ 
W'FET  NIET 

JA'NEE 

JA/NFF 

.TA./NRF/ 

WT.FT  NIET 

JA'NEE/ 
WEET  NIL  1 

JA,'NEE 

JA/NFF 

JA/NFF/ 
WFFT  NlE  l 

JA/'NEE/ 
WEET  NIET 

JA/NEE 

JA/'NFF 

.lA-'NFK/ 
W'FFT  NIFT 

J. A/NEE/ 
W'HEI  NIEl 

1 
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lIoiKling  / waurnemin^  / kvvesties 

Nkt  dit  soon  dionsicn  m hd  ac-htcThoolU,  wil  ik  u \r;igen  of  u z;ich  een  nieuw  soon  dieastveiieaijig  vooi 
V.1U  .u-Jlon  uaarbii  som.oige  ofal  da  soon  liodrijisapplicatics  op  con  andcvc  manicr  bcschikbaar  wordi 
gObield. 

STelt  n 7ich  een  saiiatie  voor  waarbij  con  combmalic  van  die  applicalics  in  cen  pukket  gebodon  kmi  woidea 
op  basis  van  con  aamTckkclijkc  abuiinenieai  ca  din  hot  via  eea  netwerk  op  voordeiige  netwerkcompviters  of 
P(  s locgankdijk  is  o)  daarop  kari  vvordea  oveigebradit,  Do  dionstverlener  zoii  dnarbij  uw  PC-hardware, 
software  cn  hot  interne  network  beheren  on  up-to-date  houdon.  Alio  upgrades,  versiebeheer.  licentiebeheer 
enz.  zoiidcn  allernaal  op  afstand  voor  u woiden  gCrOgoJd. 

ll'-ruiiu'ii'iir  rk i-  Si  /in/f  rvenfuele  spoijuinc  readies  op): 


Kunt  ti  aangeven  op  een  schaal  van  1 tot  f.  in  hoevene  u vindl  dal  dit  een  aantrckkelijk  vonrslel  /.ou  zijn 
voor  een  Iredn  jt  als  her  uwe.  waarbi]  I ik  zou  ltd  srerk  nvetseetidt  ’ betekem  on  6 ik  zou  her  fum^st 


Ik  zou  (let 
stork 

oveiwegen 

1 

Ik  zou  her 
o\eiv\cgen 

Ik  zou  het 
tnisschien 
cvetwepen 

T 

Ik  weet  niet  of 
ik  het  zou 
overvvegeti 

4 

Ik  zou  liet 
wnarsdiijnlijk 
niet  overwegen 

5 

Ik  zou  het 
hoogst 

waarsehijnlijk 
niet  Overwegen 
b 

(.ieen  idee 

Als  zo'a  pakket  software-  ea  hardware-prodneten  eclifei  verknjgbaar  zou  zijn  om  door  tizelf  re  woidea 
beheerd  (m  plaais  van  door  een  derde  belieetd  eti  overpebrncht),  welke  optie  zou  u dankiezea:  (unidrkel) 

Ik  ZOU  hot 

Ik  ZOU  hot 

Ik  ZOU  hot 

Ik  wool  nicl  of 

Ik  zou  hot 

Ik  ZOU  het 

Geen  idee 

stork 

OVLTVVCgOIl 

iiiissehien 

ik  hot  ZOU 

waarsehijnlijk 

boogsl 

overwegen 

overwcgv:n 

ovcrvv'cgcn 

nicl  overwegen 

w-aarschijnlijk 

niet  overwegen 

] 

-- 

} 

■1 

5 

6 

Stoll  u zieh  ook  eons  zo'n  reeks  voor  van  door  een  exlenie  dieiislverlencr  aanyeboden  bedrijfsdiensten 
waarondet  hei  sturen  van  lekeaingen.  hei  producoien  van  faeUiren.  hot  ontvangen  van  belalingen, 
iacasseriag.  iakooporderveiwerkiag,  telefoaische  verkoop  ea  telemarketing  (ofwel  apart  of  als  totaalpakkel) 
vvaardoor  u uw  bedrijl'semeientio  on  cashtlow  kunt  vcrbeleren.  Ik  wil  u voor  elke  dierust  apart  on  vevvolgens 
voor  hot  totaalpakkel  vragen  ot  ii  /.o'n  voorsiel  zou  overwegen:  fowcirkel  fa  <ifnee) 


(at  Rekeningen  stiiren  Ja/nee 

(bt  Haetuiiiproduetie  Ja/nee 

fe)  Hot  ontvangen  van  belalingen  Ja/nce 

(dJ  Hot  inctisscrcn  van  sehulden  J;i/ncc 

(e)  I ok  OOP 

(t|  Teletonische  verkoop  In.'nee 

(ai  Telemarketing  Ja/nee 


1 
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Ali  u ^ich  een  pakkct  viuirsKU  waariii  nlle  of  dc  mccslc  van  Je^e  diensten  zijn  vewal,  /.<ni  u dit  dan  cc-ii 
aanrrekkelijk  voorsld  vmdcn.  (Jeef  a u.b.  aan  op  ccn  si;tuiiil  van  1 rot  fi  w.iarbij  I ‘ik  i:ou  hcl  sU-rk 
overust;vn  bL'tckcnl  vn  6 Ik  zoii  bet  iK'ogslwaarscfiijnlijk  diet  ovei’wegen'  mmcirkel  In-t  heirefjouh: 

L ijji'r) 


Ik  ZOU  kifl  \U'rk 

Ik  zou  hd 

ik  zou  hel 

Ik  ivtu'i  niet  of 

Ik  zou  hel 

Ik  zou  hel 

Geeii  idee. 

tn  c'rM  f 

m/bn  hien 

ik  her  zou 

wactrschijnlijk 

hoo^sl 

over^\'C^cf} 

iiict  overwegeu 

wawztehijnlijk 

rtiet  oi'f.VM't’gtvj 

1 

3 

4 

5 

6 

Nil  wal  beicetf  vcrtrnuMelijkheid  cn  bvvi-iliging.  Als  de  dienstverleoer  7ou  garandcicn  om  iiw  data  vcilig 
K-  bcvvaien  ten  dar  ?e  alleen  voor  u locgankclijk  zijn),  zou  u dan  tkmi^  ua>0 


• levi  edeii  zijn  met  deze  regeling 

• zo'n  optie  slechr<;  aarzelend  ovcnvcgcn 

• opties  wnatbij  u alle  data  niei  ondcr  cigcn  bcficcr  bcbl  diet  in  overvvegiiig  denied 
(Lnqueleoi'  > K\'  '>ihnif  evov/^/f’/c  npiiu'rkin^^cn  op/ 


lenslorte  voor  dit  ondeniccl:  als  zo'n  pakkot  dc  opno  /on  iiihoudcn  dal  u dc  bcnodigdc  fiardwaro  (bijv. 
Ft  b)  kon  kopen  ot  huren.  voor  welke  optie  zou  u dan  waarschijnlijk  kic/.cn? 

K.open I luren 

Waaroin'.’ 


Wat  betretf  bet  type  applicatiepakketlcn  dal  wij  hcbbcn  bcsprokcn:  vvcikc  van  dc  volgcndc 
betalidgsdietliodeii  zou  voor  u her  nieest  aantvekkdijk  zijn  (F.ixpieieur/rict':  slcchts  een  aanknmen): 

• ccnnuilige  aankoop  met  contract  voor  oiidersteuiiing 

• bclalidg 'per  tiadbnctie' 

• bclalidg  op  babib  van  lijdpei  iodc 

• va.sl  maandehjkb  abonnement 

• vast  kwanaalabonnement 

K'u  wat  betreti  bet  soort  bedn)f‘tlal  hot  bcsprokcn  soon  diensten  /.ou  vcricncn.  Slcil  ii  /.ich  voor  dal  u daann 
gcinicrcssccrd  /on  zi)n. 


Hoe  belnn^ri]i<  is  iier  voar  hel  aankooplicsluit  dal  dt;  Icvcrancicr  ecu  bekend  inerk  Icvcrl'?  Ciccl'dil  a.u  b.  aan 
op  <,cii  schaal  van  1 tot  6.  vvanrbij  1 ijhsolutif  hcickcni  cn  b }un/  hclun^t’ijk'. 


.th\oliiur 

e'lseiitieel 

1 

2 

3 

5 

JJeleinaut  niet 
heUin^njk 
6 

1 
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Ik  loop  nu  door  ccn  kovic  lijsi  mcl  Icvcrandcrs  cn  ik  uil  grauLi  wotcn  hoc  waarschijnli jk  her  is  dat  ii  deze 
cvcrancicr  x.oii  ovcrwcgcn  vo(,r  dll  soon  service.  Gccf  dil  a u b weer  aan  op  cen  scliaal  van  I tot  ft  waarbii 

1 Ik  "".nu  hr!  \ «  *  *:  • /r.  _ I . » J . . •' 


I hihjiu'iL'iir  ncu  rolecr  i/c  vol^orclci 


cen  grotc  IcIccommunicaliciTiaalschappij 
cen  grotc  !T-vcrkopcr  zoals  IBM 
een  hank  ot  financial  ingsmaatschnp[iii 
een  leverancier  van  Imemet-diensten 
ecu  aiidcrc  orgaiiisalic  ispt^afkwi 
ii,  u h.r 


zeer  waur- 
schijulijk 

1 

^ ^ — 

2 

3 

4 

5 

heiillsr  niet 

6 

.\rsiui(iii)> 

ik  dank  u voor  uw  njd  cn  vvaaidevoUe  bijdrage.  U zult  misschien  willcn  wcien  dat  do  maat.schappij  namens 
vvclkc  vvij  dit  ondcivoek  iiiivivcrcn  Rriti.sh  Telecom  is. 


Schri  jl'roaclic  Op 


Is  dat  cen  vcrrassiiig;  Ja/nee 

Zo  ja.  vvaaroiii  / 
zo  nee.  waarom  niet: 


Vind  11  dat  R1  lict  soon  bcdri|l  is  dat  m staat  zoii  /.ijn  hot  soort  diensten  tc  leveren  w'aar  wii  het  over  hebben 


7.rer  zekt'.r 

.hi 

iVnarschijnUj 
k wcl 

Ik  zou  he!  nk'l 
vcrwiichlen 

Ik  hi'lwijfel 
he!  sierk 

iiehlijil  nici 

1 

2 

3 

4 

5 

ft 

■Ms  dc  ondervraagde  met  4,  5 ot  ft  anlwoonll,  vraag  dan  wal  dc  reden  dr 


tiirvan  is: 


/.on  hct^voorsicl  aantrckkclijkcr  /ijii  aks  B T daarvoor  ccri  van  dc  volgciidc  soortcri  bcdrijvcn  als  partner  /on 
hebben?  (Fnc/in'ti'ur  rice  de  hetrcffeyuie  hedriiven  aankiuiseii,  zn  veel  nk  er  cpgenoenid  ii^orden). 

• cen  grotc  TT -verkoper 

• cell  grotc  bank 

• cen  grotc  rmancicvingTsiriaatschappij 

• cen  ractoring-maatschappij 

• overig'.'  ispecitkee}-) 

Zoals  ik  aan  her  begin  van  ons  gesprek  al  zei,  als  ti  graag  door  Rl  op  de  lioogte  wilt  vvorden  gehoiidcn  van 
de  oiitwiklveling  van  een  set  ptodneten  en  diensten  die  ontvvorpen  zijn  oni  veel  van  de  vandaag  besproken 
problcnicn  op  cen  kostcii-cindciitc  nianicr  Ic  vcrhdpcn,  dan  vvil  ik  uvv  naam  graag  doorgeven  aan  BT. 

.la 'nee 

Ik  dank  it  nogniaals  v oor  uw  hulp  en  wens  u veel  siicces  met  iiw  zaken. 


Mar’-97  lS:Be 
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Proposition  2 - Applications  PME  intcrsectorielles 

Enquete  t^l^phonique  (Version  defmiUve) 


Introduction  / Pre-quiilification 


(l^emcwdez  d poricr  ou  propfu'iciitc.  au  gerant.  cm  fJirecii'ur  gcm^rn/  on  cm  J)7rec  tc)ir  fmcinc-ic'l) 


Bonjour  Je  m’appelle  Je  vous  telephone  an  nom  A'Jnput.  ccihinei  international  de 

service  eonsei/  en  wformatique . Nous  realisons  actuellomcnt  line  etude  strategique  pour  Ic  coinpte  d im 
prestataire  de  services  repute,  qui  cherche  a mieux  comprendre  les  besoms  de  sa  clientele  afui  d evaluer  la 
demande  potentielle  pour  imc  nouvelle  gamme  de  produits  ct  services  destines  a renforcer  1 cfficacite  et  la 
rentabilite  des  petites  ot  moyennes  entrepnses.  A la  fin  do  I’cntretien,  je  pourrai  vous  fairc  connaitre  1 identite 
du  donneur  d ordres 

Je  tiens  a souligner  que  mon  appcl  ii'est  pas  un  exercice  de  televentc  ou  de  prospection  telephoniquc  - notre 
client  souliaite  siniplement  mieux  cernor  Ics  besoms  de  sa  clientele.  Toutefois,  si  vous  soiihaitez  etre  tenu  au 
courant  des  developpements  nes  de  cette  onquete,  je  prendrai  des  dispositions  a cot  effot. 

Jo  souhaiterais  vous  poser  quelques  questions  sur  les  operations  quotidiennes  de  votre  societe.  Cette  enquete 
devrait  prendre  15  a 20  muuites.  (Si  wire  mlerloculeur  est  trap  occupe.  prenvz  rendez-vons  pour  le  rappeler 
d la  date  el  heure  convenues).  Jc  voudrais  tout  d’abord  clarifier  certains  details  concemanl  votre  societc  ct 
votre  position 


Renseigiiements  sur  la  societi/hi  personne  interrogee 

Raison  sociale  

Implantation  (Ville  / Pays) 

Secteur  d’activite  : 

llndujiiez  en  cUiir  ct  cochez  le  code  d’acUvile  carreMpomhinl) 


Agriculture  / Elevage 

Fabrication  / Alimentation  / Textiles 
(a  I’cxcLusion  de  Petroch  / Genie  indust  / 
Tech,  de  pointe) 

Services  aux  entreprisos 

Media  / Pubhcite 

Bailment 

Petrochimie  / Gcnic  mdustnel 

Services  financiers 

Services  professionnels 

Sante  / Education  / Affaires  sociales 

Vente  au  detail 

Technologic  de  pointe 

Voyage  / Transport 

Loisirs  / Services  personnels 

Vente  en  gros 

Autre  (d  preeiser)  . . — 

Position  dc  la  persoime  mterrogee  

Service  / Division  

'No.  (vCr/ficz  I'cxactitudedu  no.  appeJe'du  posle)  

Effectlf  du  Site  (st  im  onnu.  cochez  in  lourchelle  apprx/pnec) 

1 -9 
10  - 99 
1 00  - 490 
500+ 


(Enqueteur  : si  I'eJJ'eclif  du  stle  est  supeneur  d 500.  veuillez 
polimenl  terminer  I 'entrvtien) 
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Applications 

Je  voudrais  mamtenant  passer  bnevement  en  revue  une  listc  d’operations  ct  voiis  poser  4 questions  sur 
chacune  d’elle  Lcs  questions  sont  les  suivantos 

(a)  cette  operation  est-elle  tros  pertinente  pour  votre  entreprisc  ? 

(b)  cctte  operation  prcsente-t-elle  des  problemes  en  tenues  de  cout  unitaire  on  de  temps 

(c)  est-elle  trartee  par  ordinateur  (et  non  manuellemeiit)  ? 

(d)  est-elle  sous-traitee  a rexteriour 

(l''nquHeui-  ■ proewh'z  pur  nmlement  pour 
enoiicur  la  liSTC) 


• Autodetermmation  fiscale 

• Rapport  de  solvabilite 

• Livres  financiers  / comptabilite 

• Transactions  baticaircs 

• Passation  de  commande 

• Service  de  paie 

•Traitement  des  hciires  de  presence 
& frais  de  deplacenicnt 

•Facturation 

• Recouvrement  / AflFacturage 

• Pages  pnblicitaires  sur  Internet 

• Execution  /suivi  des  commandes 

• Traitement  des  appcis  clients 

• Traitement  des  ordres  de  ventc 


frt’s  pertinente 

(h) 

prescnle  un 
probleme  de 
temps  ou  Je 
cout 

(c) 

operution 

informulisee 

(J) 

soHS-traitee  d 
I 'exterieur 

GUI  NON 

OUl ' NON 

OUl  NON  NSP 

out  NON  NSP 

OUl  NON 

GUI  NON 

OUINON’NSP 

OUJ  NON  NSP 

GUI  NON 

OUl  NON 

OUl  NON  NSP 

OUINON/NSP 

OUl  'NON 

OUU  NON 

OUPNONNSr 

OUINONNSP 

GUI  NON 

OUl  NON 

OUINONNSP 

GUI,  NON' NSP 

GUI  NON 

OUl  NON 

OUl  NON  NSP 

OUINONNSP 

GUI  NON 

OU!  ■'  NON 

OUINONNSP 

OUINONNSP 

OUl  NON 

OUl  'NON 

OUINONNSP 

OUINONNSP 

OUl  NON 

OUU  NON 

GUI  NON  NSP 

OUINONNSP 

OUl  NON 

OUl  NON 

OUl  NON  NSP 

OUl  NON  NSP 

OUl  NON 

OUl  NON 

OUINONNSP 

OUl 'NON  NSP 

OUl , NON 

OUl  NON 

OUINONNSP 

OUINONNSP 

OUl  NON 

OUl  NON 

OUINONNSP 

OUINONNSP 

(I'aiijut'teur  ■ iiivirez  une  reponxr  ai  : d’aiitres  operations,  parexemple  gestion  des  stocks,  registrcs  salanes, 
distribution/logistique,  ordonnan cement  de  la  mam  d’oeuvre,  gestion  des  comptes  clients,  applications  a gros 
volume  de  donnccs  (A  <tei(nlier  c i-ite\sou\) 


• 

OUl  NON 

OUl  NON 

O UP  NON.  NSP 

OUINONNSP 

• 

OUl  NON 

OUl  NON 

OUP  NON  NSP 

OUINONNSP 

• 

OUl  NON 

GUI  NON 

OUINONNSP 

OUPNON  NSP 

1 
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En  repensant  a ccs  difFerents  traitements  et  applications,  j’aimerais  que  vous  imaginicz  un  nouveau  type  de 
services  qui  vous  permettrait  de  disposer  de  certaines,  voire  de  toutes,  ces  applications  selon  un  mode  dc  mise 
en  oeuvre  different 

Par  exemple,  si  plusieurs  des  applications  dent  vous  avez  besom  vous  etaient  founiics  moyeimant  un  tarif 
d’abonnement  attrayant  qui  vous  permettrait  d'y  acceder  ou  de  les  tclccharger  par  le  biais  d un  rcseau  vers  un 
reseau  d’ordmateurs  a feible  cout  Le  prestataire  du  service  garantirait  la  gcstion  et  Tadmimstration  dc  votre 
materiel  informatiquc,  du  logiciel  et  de  tout  rcseau  interne  , les  mises  a niveau,  la  gestion  des  versions,  les 
licences  d’utilisation  etc  seraieni  autotnatiquement  administrees  a distance 


^n<fucf<'ur  - primtii  Je  tottre  fraction  5pof}(an(^*f)  - 


Sur  la  base  d’lme  notation  de  1 a b,  oil  1 signifie  "Tri’s  inii'ri'WL'”  et  6 "Tres  pen  de  chance  d 'etre  mteresse", 

pournez-vous  m’mdiquer  si  une  telle  proposition  presenterait  un  interet  pour  une  entreprise  comme  la  votre 
(EfUourez  /<f  senra  appropnei 


Tres  interesae 

Inleresse 

Peut-etre 

Feni-vtre 

Peti  de 

'/'res  pen  de 

Ne  sens  pas 

inieresse 

interesse. 

chance  d 'eire 

chance  d 'etre 

mats  1 en 

inleresse 

inleresse 

doute 

1 

2 

3 

4 

5 

6 

NSP 

Eventuel lenient,  si  une  telle  combinaison  de  logiciel  et  materiel  etait  mise  a votre  disposition  et  si  vous  en  aviez 
la  gestion  (au  lieu  qu’ollc  soit  geree/telechargee  par  un  tiers),  SCriOZ-VOUS  (EfltOUTi’z  AWirt'  fjpproprie) 


Tres  inleresse 

Inleresse 

Fenl-elre 

inleresse 

Peut-etre 
inleresse. 
mats  ] 'en 
Joule 

Peu  (k 
chance  d 'etre 
inleresse 

Tri's  pert  de 
chance  d 'etre 
inleresse 

Ne  .sals  pas 

1 

2 

3 

4 

5 

6 

NSP 

De  meme,  imaginez  qu’une  gamine  de  services  commerciaux,  dc  type  tacturation,  etablissernent  de  factures. 
encaissement,  recouvrement  de  crcances,  passation  de  commandc,  tclcventes  et  telemarketing,  soit  misc  a votre 
disposition  par  un  prestataire  exteme,  cc  qui  vous  permettrait  d’ameliorcr  votre  rendement  et  votre  tresorerie. 
J’aimerais  vous  demander,  d’abord  pour  chaciui  des  services  individuels  puis  pour  une  ofifre  globale,  si  vous 
senez  eventuel  lenient  uiteresse  par  une  telle  proposition  : (entoun^z  Out  iiu  V/)n  KeloH  le  cos) 


(a) 

Facturation 

Oui  / Non 

(b) 

Etablissernent  de  factures 

Oui  / Non 

(c) 

Encaissement 

Oui  / Non 

(d) 

Recouvrement  de  creances 

Oui  / Non 

(e) 

Achats 

Out  / Non 

(0 

Televeiites 

Oui  / Non 

(e) 

Telemarketmg 

Oui  / Non 

1 
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En  considerant  maintcnant  une  ofFre  globale  comprenant  la  plupart,  voire  la  totalite,  de  ces  services  - sur  line 
echollc  de  1 a 6,  ou  1 sigiiifie  'Tz-ev  interesse'  et  6 "Tres  peu  cJv  chanw  d'etre  interesse",  pourriez-vous 
rn’indiqucr  I’interet  que  vous  portenez  a une  telic  proposition  : (tmumrez  le  scoiv  appropnt') 


J'res  interesse 

Interesse 

Peui-etre 

interesse 

Pcut-elre 
interesse, 
mens  j en 
Joule 

Peu  de 
chance  d'etre 
interesse 

Tres  peu  de 
chance  d 'eire 
interesse 

M'  sais  pas 

1 

2 

3 

4 

5 

6 

NSP 

Passons  maintenanl  a la  qiiostioii  de  confidentialite  et  dc  securite  des  donnees.  Si  le  prestataire  de  services 
vous  garantissait  la  sccurite  des  donnees  traitecs  (ct  im  acces  exclusif  a celles-ci),  senez-vous  : (c<^tlu‘z  la 

i vpiiiise  iuieijuate} 


• satisfait  d’un  accord  sur  cette  base 
•reticent  a envisager  une  telle  option 

•oppose  a loute  option  oii  le  controlc  physique  de  vos  donnees  vous  echappe 


(h.ni^tieifur  - prertez  note  de  tom  commenUute  eventual) 


Pour  terminer  cette  section,  si  une  telle  offre  vous  donnait  I’optioii  d’ach^er  ou  de  louer  le  materiel 
informatique  reqiiis  (par  ex  les  PC),  laquelle  envisageriez-vous  le  plus  volontiers 

Achat  Location  


Pourquoi 


Pour  le  type  d applications  aboide,  pamii  les  suivantes.  quelle  serait  la  incthode  de  paiement  qui  vous 
conviendrait  le  mieux  : (hlnqueteur  - ne  cachtz  tju  'une  reponse) 

achat  ponctiiel  avec  contrat  de  maintenance  

paiement  “a  la  transaction”  

paiement  au  temps  passe  

abonnement  fbrfaitaire  mensuel  

abonnement  forfeitaire  tnniestriel  

Considerons  maintenant  le  type  de  societc  susceptible  d’offhr  le  genre  de  services  dont  nous  venons  de  parler 
Supposons  que  vous  soyez  interesse  par  I’obtcntion  de  ce  type  de  services 

Sur  une  ^helle  de  I a 6,  oii  1 signifie  ‘Ahsolumeni  eiia/e"  et  6 "Sans  micitne  importance  quelle 
importance  aurait  le  “nom  de  marque”  du  prestataire  dans  votre  decision  d'achat  ? 


Ahsolument 

Vitale 

Sans  aucune 
importance 

1 

2 

3 

4 

5 

6 

1 
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Je  vais  a present  emimerer  brievement  diverscs  categories  de  prestataires  et  j’aimerais  savoir  dans  quelle 
mesure  vous  sonez  pr«  a les  coiisiderer  pour  I’obtcntion  de  ce  type  de  services  Cette  fois  encore,  attribuez  lui 
score  de  I a 6,  ou  1 signifie  'Tres  mtcri’sxe"  et  6 "Pas  mU’rcssi'  du  lout" 


(hnquitetir  : dtablir  mi  niulement  pour 
^noncer  la  lisle/ 


• une  grossc  societe  de 
telecommunications 

• un  important  foumisseur  en 
informatique,  de  t>pe  IBM 

•une  banque  ou  un  organisme 
financier 

•im  prestataire  de  services  Internet 

un  autre  type  d ’organisation  (veuUh'z 

pri'CJSi'r)  : 


Tres 

imeresse 

1 

2 

3 

4 

5 

Pas 

wlercsse 
chi  lout 
6 
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Je  vous  remercie  pour  votre  collaboration  et  pour  les  renseignements  communiques  Peut-etre  serez-vous 
interessc  dc  savoir  que  la  compagnie  pour  laquollc  nous  realisons  cottc  onquete  est  en  fait  British  Telecom 

lu  r^cfcfton  


Cela  vous  surprend-il  Oui  / Non 

Si  oui,  pourquoi  / Si  non,  pourquoi  pas  


I 

I 


Estiniez-vous  que  BT  correspondrait  au  type  de  compagrue  capable  d offrir  la  ganune  de  services  dont  nous 
avons  pnrle  - sur  une  echollc  dc  1 a 6,  oil  I signifie  “Tout  d fait  plausible  et  b Pas  tin  tout  pkrusibU’ 


Tout  a fait 

Flausihh' 

Assez 

PhtOt 

Tri’s 

Pas  du  tout 

plans  ihk' 

1 

2 

plausible 

3 

seepUque 

4 

sceptique 

5 

plausible 

6 

L'n  ctis  tie  icore  -I,  .5  iiu  (>,  tentez  d 'ohte)iir  uiie  iiistificalion 


I 


I 


A VOS  yeux,  one  telle  proposition  serait-elle  renforcee  si  BT  venait  a s associer  a I un  des  types  de  compagnie 
SUlvantS  : (limfueteur  - cttciiez  Itmtes  Ics  fiipoises  ajfuTtttihves) . 

• Un  gros  founiisseur  en  infbrmatique  

• Une  banque  de  commerce 

• Unc  grosse  institution  financiere  

• Un  entrepnse  d’aflFacturage  

• Autre  (A  preciser) 

Comme  ie  vous  I’ai  aruioncc  an  debut  de  notre  entreticn,  si  vous  soiihaitez  que  BT  vous  informe  des 
developpements  visant  I’claboration  d une  gamme  de  produits  et  services  con^ue  pour  remedier  de  fayon 
rentable  a nombre  des  problemes  que  nous  avons  evoques,  je  me  ferai  un  plaisir  de  commumquer  votre  nom  a 
BT 


Oui  / Non 

Merci  encore  pour  votre  collaboration  et  tons  mes  voeux  de  succcs  a votre  entrepnse 


I 
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Dans  la  liste  qui  suit,  quels  sont  les  domames  qui  vous  posent  problem©  ’’  Repondez  par  uno  notation  de  1 a 6, 
I signifiant  "tout  a fail  d accord  ” et  6 ""pax  du  tout  d 'accord' 

(httqu^tevr  : veuifiez  etahtir  un  roulement  dans  1 'orfim  ites  t^uestions) 


• Maintenance  du  materiel  '' 


• Mise  a niveau  du  materiel 
pour  tester  compatible  avec 
les  dernieres  editions  de 
logiciel  ■’ 

• Administration  de  systemes 
(par  ex  uiterconnexion  de 
PC  oil  leur  connexion  a des 
systemes  existants) 

• Les  differentes  applications 
do  I’entreprise  ne  sont  pas 
integrees,  cc  qui  donne  lieu 
a des  ilots  d ’information 

•Garantir  Tuniformitd  des 
versions  de  logiciel  utilisces 
et  tburnir  les  miscs  a niveau 
el  les  corrections  des  leur 
parution 


Tout  d futt 
d accord 

1 

D 'accord 

2 

Plutnt 
d accord 
3 

Phitot  pas 
d 'accord 

4 

Pas 

d accord 
5 

Pas  du  tout 
d accord 

6 

Merer  Existe-t-il  d’autres  domames  de  difficulte  que  vous  souhaiteriez  mentionner 


1 
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ChifFrc  d’affaires  approximatif  

('si  iiicoimu.  rorbez  la  fiiuix  hette  appropm't') 


mferieur  a £1  000  000 
£ I 000.001  -£5.000  000 
£5.000.001  -£10  000  000 
£10.000  001  - £15.000.000 
£15  000.001  -£20.000.000 
£20  000  001  -£.50.000  000 
£50  000  001  -£100  000.000 
supeneur  a £100  000  000 


Infrastructure  informatiquc 

J’aimerais  mainteiiant  vous  poser  quelques  questions  tres  simples  concemant  votie  infrastructure  infonnatique 
actuelle 


Nombre  approximatif  dc  PC  an  site isi  hicomw,  cochez  hi  fmirchette  appropnee  - cvitez  S'SF) 

1 - 5 ’ 

0-10  

11-20  

21-50  

51  - 100  

101  -200  

> 200  

NSP 


Les  PC  sont-ils  relies  entre  eux  (montos  en  reseau)  ? Oui 

Si  OUl,  COnibien  d entre  eux  ? ou  % nombre  mctmnu.  ohtefiez  un  % estimalij) 

Si  OUl,  est-ce  eii  reseau  local  Oui 

Si  OUI,  est-ce  en  intranet  (reseau  uiteme)  Oui 

Le  reseau  ou  certains  des  PC  sont-ils  connectes  a I’lntcmet  ? Oui 


St  OUI,  COmbien  d entre  eux  ou  _ % (Si  nombre  inconnu.  nhlenez  un  % esUmatif) 


Avez-vous  un  ordinateur  central,  c’cst-a-dire  un  traitement 
centralise  des  donnees 

Oui 

Avez-vous  un  service  interne  d^ie  a I’lnfbrmatique  ou  au 
traitement  des  donnees  ? 

Oui 

Faites-vous  appcl  a un  cabinet  d’lnformatique  exteme  ou  a 
des  services  de  traitement  des  donnees  exterieurs  ? 

Oui 

/ Non  / NSP 

/ Non  / NSP 
/ Non  / NSP 
/Non /NSP 


/ Non  / NSP 
/Non  / NSP 
/ Non  / NSP 


1 
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0»iel  est  le  budget  annuel  approximatif  allouc  aux  PC.  stations  de  travail,  leur  maintenance  et  le  logiciel 
aSSOCieS  (Ersayez  d’/thlmh-  unir  ' 

Moms  de  £5.000  

£5  000  - £10,000  

£10  001  -£25  000 
£25  001  -£50  000 

£50  001  -£100  000  

£100  001 -£250.000 
£250.001  -£500  000  ' 

£500  001  -f  1,000  000  

Plus  de  £ 1 .000  000  

Ne  sais  pas  


Avez-vous  une  idee  de  la  ventilation  de  cc  budget  entre  materiel  et  logiciel  (Il'isayez  mu:  (:yim,uUo,i) 

Materiel  % Logiciel % Ne  sais  pas 


Si  lu  niponie  e.v/  tinijuurx  "Se  nc  sais  pas",  demandez 


Est-ce  parce  que  e’est  un  poste  budg^aire  difficile  a controlcr  Oui  / Non 

Si  la  nipon'ie  nsl  "Oui  demonde: 

D’apres  vous.  ccia  cst  du  a quoi  

(nutez  ici  /f.v  conimentaires)  


L’lnformatique  joiie-t-elle  un  role  vital  dans  la  mission  dc  I’cntreprise 
Estimez-vous  que  votre  investissemait  en  informatique  a ete  rentable 
Pourquoi  Pourqiioi  pas  


Oui/Non/NSP 
Oui  / Non  / NSP 


C 


Au  sein  do  votre  organisation,  quelle  est  la  personne  qui  coiffe  les  achats  eti  informatique  ? 

(fades  en  sorte  d 'obtenir  une  posilum  dans  I eiUrepnse) 
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FACSIMILE  TRANSMISSION 


To:  Ckrv. 

Company : \ mi?wT 
Fax  Number  : O 3 
Pages  ; 


L«od9#*-^fQr»on  Sj*  t»\«  fT  mu'k««p(oea 

BESPOKE  CHANNELS  LIMITED 


SIT  3l\ 


Lesli«  Masih 

Ouuy  Wrs».  TrQfford  Whoff  Rood 
Monchesfer  M)7  J MH 
Tfriephone  01^1  076  782  9 
fox  0161  877  1 137 

o^ail:  l.mGiih9bo3pck»<hor)n»U.oo.uk 

hrto  //www  b»SDok®<Fann«l5  co.ij\c/cbd 


Subject:  S«^t.UU 


Message: 


^w2_cIL1U 

^AWWU’i^ 


CONFIPENTIALIT^  STATEMENT 


The  informahon  coTitaijied  ui  tliii  facsimile  message  is  illtOnUccJ  for  the  use  of  thu  individual  to  which  it  is  addressed  ai\d  mav 
contain  information  that  is  legally  priviliged  or  confidential  under  applicable  law  If  thtr  reader  of  thii  message  is  not  the 
intended  lecipienl,  Or  the  employee  or  agent  delivering  the  message,  you  are  hcrcbv  notified  that  any  d isrlosure,  photocopying 

or  distribution  jS  iiruiuthorised  and  ]>roiubitcd 
IN  THfc  EVENT  OF  BAD  TRANSMISSION  FLEASE  CALL  +44{0)I6I  S76  7820 
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AffSrside  2 - TilUimpningar  i smi  och  meilehtora  fftretag  over  hela  nkriiigslivet 

Telcfoncnkat  (Slutlij^l  ulkusti 

Prcsentation/lnlcdamlc  rcicvanspriivning 

(He  all  fei  tala  med  ci^are,  mnehavure,  f D,  jinan>.chef) 

Ilei  Jag  heter  _ Jag  ringer  pa  uppdrag  av  Input,  eft  xtdn-e  mlvniatiam’lll  it- 

kon:,ultpn-lap^i  utf6r  jusl  nu  on  undersokmng  fOr  en  sWrrc  ijanstelevcranlftr.  som  viU  skaffii  sig  en 
insikl  i kundenias  bchov  fi)r  att  kunna  avgdra  vilken  efterfragan  som  cn  evenlucll  iippsiUtnmg  nya 
produkter  och  ijanster  skullc  kunna  fa.  som  syflar  till  att  hjSipa  sinS  och  mcdclstora  forctag  all 
forbaiira  sin  rbrelses  cnckiiviiet  och  kosinadsefifektivilel.  Jag  Sr  beredd  all  avsldja  vilkcl  fOrctag  det  ar 
i slutet  av  inicrvjun 

Jag  skulle  vilja  framh^lla  att  det  har  inic  3r  nSgot  saljsamtal  cller  nagon  marknadssondenng  lor  cn 
viss  produkt  - det  ar  endasi  kunderntis  bchov  som  viir  nppdragsguare  vill  ta  reda  pa  Men  oni  du  ar 
intresserad  av  all  hollas  inrormcrad  ont  mpjliga  ulvccklingar.  sii  kan  jag  ordna  del. 

Jag  skutlc  vilja  stiilla  nigra  frigor  om  del  dagliga  arbetet  pi  dill  fttretag  Det  skulle  la  ca  15-20 
minuter  (Om  s^’ar^g,vare  dr  fhr  upptagen.  gdr  upp  om  en  rid  dd  du  kan  nnga  ttllbaka.)  FOrsl  cn  par 
Iragor  om  ditt  forclag  och  om  dm  roll  pi  lOrctaget 

Uppgifter  om  fiirclagctysvHrsgivarcn 

FOrclagcls  nainn:  

On  (Stad/land);  — 


Naringsbransch.  (.^peci/icera  och  pricka  fdr  relevant  SlC-kod): 


Jordbruk/boskapsskotsel 

Tillvcrkning/Livsniedel/TeNtil  (men  inle 
petrokemi,  Icknik,  icknologi) 

Allirstjanster 

Mcdia/rcklam 

Bvggbrtinschcn 

Pclrokemi.  teknik 

Fmanstjanster 

Fritt  yrkc 

Sjuk\  ird/utbildmng/socialvard 

Detaljhandcl 

I'eknologi 

Rcsor/frakt 

Uiiderhallning/pcrsonliga  ijinster 

Grossisthandel 

CJvngl  (aiuie  vad)  ....  - 

Svarsgivarens  befatlmng  

Avdeliimg/division  

Telefon:  (kotla  att  numreVanknvtningen  du  ringde  var  rdtt) 

Antal  anstallda  pi  arbetsplatsen:  ' pfirknpr  mom  vilket 

omrtide  nedan) 


1-9  _ 

10-99  

100  - 499  

500 1 (Inters  juarc:  Om  fler  tin  500  anstallda 

pa  arbetsplatsen,  tacka  och  avslula.) 


1 
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Uiigefiirlig  irsomsattnirg:  

/om  ('/  VI'/  pred<:,  pricka  fur  inom  vitkel  unmide  ncckm) 

mindrc  an  £1  000  000  

£1  000  00 1 - £5  000  000  

£5  000  001  - £10  000  000  

£10  000  001  -£15  000  000  

£15  000  001  -£20  000  000  

£20  000  00 1 - £50  000  000  

£50  000  001  - £100  000  000  

mcr  Un  £100  000  000  


IT-struklur 

Si  skulk  jag  \nlja  riiga  dig  nigra  allitianna  Irigor  om  er  nuvarandc  infrastuktur  for  IT 

Ungelir  hur  manga  daiorcr  har  ni  p;i  arbclsplaiscn  ' 

(otn  ej  vet  precis,  pncka pr  ii/nin  vilket  onirdde  neda//.  Uruh’/k  "I  el  i/ite  .) 


1 - 5 
(,  - 10 
11-20 
21  - 50 
51  - 100 
101  -200 
> 200 
Vet  mtc 


Ar  dcssa  dalorcr  sainmankoppladc  (d\s  i cU  naivcrk)? 

Oin  Ja.  Inir  manga‘s eller % (om  ej  vet  precis,  be  oni 

pracenttai) 

Oin  svaret  ar  Ja.  :ir  dc  koppladc  Over  cil  LAN  (Local  Area  Network)? 
Om  Ja.  ir  de  koppladc  Over  ell  intranet? 

Har  nigon  av  datorema  pa  natverket  en  link  till  Internet'.^ 

C>m  Ja.  hur  minga’’ eller % (om  ej  vet  precis,  he  om 

procenllal ) 

Har  in  en  central  dator,  dvs  ccntraliserad  dtitabehandling'^ 

1 lar  ni  en  intern  dcdicerad  IT-  eller  databchandlingsavdelning  ' 

Anvandcr  ni  en  extern  databyri  eller  databehandlmg  pa  distans? 


Ja  /Ncj  A?et  inte 
unge/drlipt 

Ja  /Nej  /Vet  inte 
Ja  /Nej  /Vet  into 
Ja  /Ncj  /Vet  inte 
unpefiirli^t 

Ja  /Nej  /Vet  inte 
Ja  /Nej  /Vet  into 
Ja  /Nej  /Vet  intc 


2 
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Vad  fdr  iiTsbudgc(  har  ni  pa  cll  ungefiir  IBr  datorer.  arbclsstationer.  undcrhisll  av  dcssa  ocli 
program  vara'’  (Forsiik  fu  fnvn  rn  uppskattad  si  j fra) 


nundrc  an  £!>  000 
£5  001  -£10  000 
£10  001  -£25  000 
£25  001  - £50  000 
£50  001  - £100  000 
£100  001  -£250000 
£250  001  - £500  000 
£500  001  - £100  000 
mer  in  £1  000  000 
Vet  inte 


Har  dll  niigon  uppfaiinmg  om  hur  delta  Rirddar  sig  mellan  hardvara  och  programvara  (ForsOk  fa 
fram  en  uppskatind  siffra  ) 

Hirdvara ’ Programvara 'i'  Vet  inte 

Om  svorer  t^r  “Vet  mtc”.  yrrigrr; 

At  del  darlBr  alt  det  iir  sviirt  all  Billa  Roll  pii^  Ja  /Ncj 

Oin  s\’arel  dr  frCi^o: 

Vad  iror  du  del  beror  pa"’  

tnnteckna  komrncniarcrna)  


Ar  IT  "misMonskritiskt”  fOr  er.  dvs.  iir  crl  IBretag  belt  beroende  av  IT  For  Ja  /Ncj  /Vet  inte 
verksamheten'i' 

lycker  da  att  m far  valuta  Ibr  de  investeringar  m gjorl  inom  I'l  ? Ja  /Ncj  /Vet  inte 

Varfdr  /VarRir  inte'* 


Vein  1 er  organisaiion  har  sista  ordet  nar  del  gallcr  mkop  av  IT‘^  hefuttnuf^) 


3 


1 
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V.lka  av  fbljandc  H -fragor  ulgOr  ett  problem  Ibr  er'-  Svara  ined  eii  sVala  pa  1 till  (.  dar  I star  for 
\-erkii^en"  och  6 for  "Inie  oils". 

(Till  intervjuoren:  rolera  vrdrunnen  pa  freigorna) 


• Umkihitll  nv  piopramvani'? 


• Upppiaderms  hi'ulvaia  fftr  all 
halla  jairuui  steg  >"ed  utvccklmgcn 
pa  progiiiTOViiiuoniradct"’ 

• Svstemadiniiuslralion  (I  cx  koppla 
iliop  datorcr  cllu  lanXa  dem  till 
bcfmtligii  ^iy^>iciiiY.’ 

• Olikfi  afRlrslillampiungar  inte 
mteprerade,  utt  del  bin  separata 
“oar”  nicd  mfoi  ination  .’ 

• 1 illse  att  programvariivcrsiunenia  ar 
staitdardiscradc  oth  •>Kiitla 
uppgradcnngiii  ocli  iinp.issiiinpar'^ 

Tack.  At  det  niigra  andra  problemoinradeii  du  skullc  vilja  diskiuera 


la. 

vei-kligtin 

1 

Ja.  tin! 
tvekvr 
jag 

1 

Det 
tycker 
jag  nog 

3 

Hgent- 
ligen  late 

4 

AV/.  lle.l 
rveker 
jag  ink! 

5 

Inte  iilh 
6 

4 
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Tillftmpnin}>ar 

Jag  ska  lass  upp  en  korl  lista  tncr  gftromal  ellcr  rutiiier  och  sialla  fyra  fragor  oin  dem.  Fragorna  ar 
IPljande. 

aj  Ar  rulincn  ifniga  hogsl  relevant  i cr  vcrksanihcl'i' 

b)  Utgor  den  ett  problem  vad  gUlIer  transaklionskostnad  cller  transaklit)nslid  per  enhcl^ 

c)  Skdts  Tuunen  av  cn  dafor  (dvs  inte  mamiclUV’ 
d>  Laggcr  ni  ut  arbctcl  ’ 


(Till  intervjunrcn  rotura  ordnin^en  i lis,Utn) 


0^) 

Hdgst 

rc'levani 

(h) 

Ko^wad.^- 

eller 

luhprohliiiri 

(c) 

Dalorisernd 

id} 

III 

• Skatledcklaration 

JA  /NEJ 

JA/NEJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• KrcddbcUOiimiug 

JA  /NEJ 

JA/NEJ 

JA/NEJ  /VET 
EJ 

J A /NEJ  /VET 
EJ 

• Rakenskaper/ bokfOnng 

JA  /NEJ 

JA/NEJ 

JA/NEJ  /\E.T 
EJ 

JA  /NEJ  /VET 
EJ 

• Banklransaktioner 

JA/NEJ 

JA/NBJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• Inkdpsbcstalliiing 

JA  /NEJ 

JA  /NEJ 

JA  /NEJ  AET 
EJ 

JA  /NEJ  /VET 
EJ 

• IJtbetaliung  av  loner 

JA  /NEJ 

JA/NEJ 

JA/NEJ  /VET 
EJ 

JA/NEJ  /VET 
EJ 

• Humoring  av 
arbetsioumalcr  och 
omkostnader 

JA/NBJ 

JA  /NEJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• Fakluroring 

JA/NEJ 

JA/NEJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• Inkasscnng/  lacloring 

JA/NEJ 

JA  /NEJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• Reklamsidor  p4  Internet 

JA/EIEJ 

JA/NEJ 

JA  /NEJ  /VE'l' 
EJ 

JA  /NEJ  /VET 
EJ 

• Ordcruppiyilande/leveran 
skontroll 

JA/NEJ 

JA/NEJ 

JA  /NEJ  /VE  T 
EJ 

JA  /NF.J  /VET 
EJ 

• Hanicnng  av  kaindsamtal 

JA/NEJ 

JA/NEJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ  /VET 
EJ 

• Orderbchandling 

JA/NEJ 

JA/NEJ 

JA  /NEJ  /VE  T 
EJ 

JA/NEJ /VET 
EJ 

(Till  inlerv/uiiren:  .^Mll  h'djra^ur  oin  fidjunde).  Andra  rulincr  t.ex  inventenng.  pcrsonaldata, 
drslnbuiion/logistik.  arbetskradsplancring.  hantering  av  kundkonlon.  tillainpningar  mcd  hdga 
datavolvmcr  ( \uleckna  nedun  ) 


JA  /NEJ 

JA/NEJ 

JA  /NET  /WT 
EJ 

JA  /NEJ  /VET 
EJ 

JA  /NEJ 

JA  /NEJ 

JA  /NEJ  A'ET 
EJ 

JA  /NEJ  /VTvT 
EJ 

JA/NEJ 

JA  /NEJ 

JA  /NEJ  /VET 
EJ 

JA  ,NEJ  /VE  T 
EJ 

1 
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Attityder/uppfattninKar/friigor 

Vi  ska  nu  tala  lilc  mer  oni  dcssa  typer  a\  niimer  eller  lillampningar  Jag  skulle  vilja  be  dig  att 
fbrestalla  dig  en  heU  ny  lyp  av  tjansl  som  tar  in  alia  dessa  aflarstillampiiingar  pd  cn  belt  annan  has. 

Forestall  dig  an  del  skulle  finnas  ell  paket  nicd  alia  de  tillampningar  som  du  bcbO\er,  som  du  skulle 
kunna  abonnera  pa  till  ou  attraktivi  pns,  och  som  du  kunde  ga  in  i cller  ladda  ner  over  ell  naiverk  till 
lagpnsdatorer  ansiutna  till  naivorket  Tjanslclcvcraiitoren  skulle  garaiiter.i  att  underlialla  och 
overvaka  er  hardvara,  programvara  och  eventudU  inleriit  niitv'erk.  Uppgraderingar.  versionskoniroll. 
liccnslrigor  etc  skulle  aulomatiskt  tas  om  hand  pa  distans. 

(Till  inler\’juan'n  Anteckna  evcnluell  spontant  reaktion:  


Atigc  pi  en  skala  pa  1 till  6 ddr  1 star  for  "Skulle  vara  mycket  iutressanr  och  6 for  "Tror  inte  (let 
.skulle  vara  intre.s.sanl".  hur  intressant  ett  sidanl  affarsfbrslag  skulle  vara  for  cU  Ibrciag  som  dill  (rinfio 
in  Idmpli^t  nurrimer) 


Skulle  vara 

Skulle  vara 

Skulle 

IV‘<  tule  am 

Tror 

Tror  Inte 

F>r inte 

mveket 

inlre^sant 

knn.ske  vara 

clet  .skulle 

knappa.st 

det  skulle 

intressant 

intressant 

vara 

del  .skulle 

vara 

inire.s.sant 

vara 

inlressaril 

intressant 

1 

2 

i 

4 

5 

6 

Vet  cj 

Altcmalivl.  om  del  skulle  finnas  ett  sadanl  program  med  programvaru-  och  hardvaruprodukler  som 
du  kunde  skota  sjiilv  (snarare  an  all  del  skbttes  av/ncdladdadcs  av  en  utomstaende).  hur  intressant 
skulk  del  vara  da'^  (nnaa  in}. 


Skulle  vara 

Skulle  vara 

Skulle 

I 'et  inte  oru 

Tror 

Tror  inte 

I 'el  Inte 

invckel 

inlre.ssaiit 

kanske  vara 

del  .skulle 

knappa.st 

det  .skulle 

intressant 

intressant 

vnni 

det  skulle 

vara 

inlre.ssaiit 

vara 

inlres.sanl 

intressant 

1 

2 

i 

4 

5 

6 

Vet  ej 

Forestall  dig  ocksi  en  sene  afTarsljanslcr  dar  faktiirenng.  rakluralramlagning.  nppbord.  inkasso. 
inkOpsbestallning,  lelcfonfOrsaljning  och  marknadslbring  per  telefon  kunder  crliillas  (individuclll 
eller  som  etl  hell  paket)  Tran  cn  utomstaende  levcranlor,  och  som  skulle  forbiillra  din  rOrclses 
cnekliviiei  och  likviditet,  Jag  kommer  alt  friga.  fbrst  for  var  och  en  av  dessa  tjanstcr  (x;h  sedan 
som  ett  totalt  paket.  om  du  skulle  tycka  all  clt  sidant  afSrsfbrslag  skulle  vara  intressant  (rinf^a  in 
.la  eller  \'ej.  allfe/ier  sx'nrel). 


a)  Fakturering 

Ja  /Nej 

b)  Fakturaframtagiiing 

Ja  /Nej 

c)  Uppbord 

Ja  /Nej 

d)  Inkasso 

Ja  /Nej 

cl  InkOp 

Ja  /Nej 

f)  TelefonRirsaljning 

Ja  /Nej 

g)  Marknadslbring  over  lelcfon 

Ja  /Ne  j 

(s 
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Om  vi  au  slai  tala  om  clt  paket  som  bestir  av  de  flesta  cUcr  alia  av  dessa  tjiiiistcr  Ange  pa  en  skala  pi 
1 till  6 dilr  1 star  for  '''Skulltr  vara  mveket  mircsscinl"  och  6 for  ‘'7'wr  intv  del  skuHe  vara  tnlresiarif  , 
hur  mtrcssanl  clt  sidant  afTar^lbrslag  skiille  vara  R>r  ett  Ibrciag  som  ditl  (nn};c,  m lampUgt  nuwmer}. 


Skulk'  vara 

Skulle  vara 

Skulle 

1 el  inte  am 

Tror 

Tror  inte 

I 'el  inle 

mveket 

irUressanl 

wtres.'^ant 

kan.ike  vara 
inlressanf 

det  skulle 
vara 

intressan! 

knappast 
det  skulle 
vara 

tnlressanl 

del  skulle 
vara 

intressanl 

1 

2 

3 

4 

5 

6 

Vet  ei 

V,  ska  nu  tala  om  frigor  som  konfidomialuci  och  silkerhet  Om  tjanstcleverantorcn  kundc  ^rantera 
sakcrhctcn  Ibr  era  data  (sa  atl  bara  ni  sjalva  kamdc  komma  it  dem).  skullc  du:  (pnekapr  alllejter 
s\'art 


• vara  nojU  mod  ett  sidant  arrangemang 

• acceptera  ett  sadant  alternativ  mod  viss  ivekau 

• intc  kunna  linka  dig  ett  altcmaliv  dir  ni  into  sjalva  hade  fysisk  kontroll  Over  era 
data 


(Till  inter\’iuaren:  Anleckna  eventuella  kommentarer) 


] 


I 


I 


Som  a^slutning  pa  dcr  har  dclcn  skullejag  v,l,a  friga  Om  ett  sadan  program  erbjOd  mojlighctca  atl 
antingen  kopa  cllcr  hyra  den  hardvara  som  behOvs  (t.ex  dalorcr).  vilket  skullc  m trohgen  vdlja 

Kopa Hyra  

Varfor  del? 


For  den  tvp  av  appl.kalionspaket  som  v,  har  diskuterat.  vilkcn  av  lOljandc  betalningsmctodcr  skulle 
vara  mest  attraktiv  for  cr''  (Till  inieryjiiaren:  Pheka  hura  Jhr  en.) 

• EngingskOp  med  stodkontrakt 

• Bcialning  per  transaktion 

• Tidsbascrad  bcialning  

• Fast  manadsaboimemang  

• Fast  kv'artalsabonncmang  

Vi  ska  nu  tala  om  vilken  typ  av  fbretag  wm  skulle  kunna  levercra  den  typ  av  tjanster  som  vi  just  har 
diskuterat  FOrestiill  dig  att  du  Or  utc  efter  siidana  tjansicr 

Pa  en  skala  pi  1 till  6 dir  I star  for  'Hell  yaM^nthpt"  och  (.  ftir  ‘7/e//  ovdsmthiif . hur  vikligt  lyekcr 
du  det  ar  lor  bcslulcl  att  foretaget  har  ett  "m3rkcsiiamn'’'’ 


Hell 

vii.senllipt 

Hell 

ovcisenlli^l 

1 

2 

3 

4 

5 

6 

7 


1 
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Jag  ska  na  liisa  upp  en  kort  UsUi  6s  cr  olika  typer  av  lev'eranlorcr.  ochjag  skullc  vilja  fa  din  rcakuou  pa 
hur  iroligi  det  ar  att  dc  skulk  vara  intrcssanta  for  cr  sotn  leveranlOrcr  av  derma  lyp  av  ijanster 
Amand  atengen  cn  skala  pa  1 nil  6.  dar  1 star  f6r  "Mycket  intrcssant”  och  (,  I6r  “Inte  alls  mlrcssant 


1 


j 


(Till  intervjuuren:  rntera  ordmngen  i listan) 


• tin  storre  Iclcrorctag 

• En  stdrre  IT-forctag  som 
IBM 

• En  bank  clkr 
linansinstitution 

• En  Intcmcl-supplier 

• Nagon  aiinan  lyp  av 
organisation  (ange  vitken 
lyp) 


Klvckct 

intresscwt 

1 

2 

3 

4 

5 

InU’  oils 
inlretsoni 

r. 
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AvsIutninK 


Tack  f6r  diji  tid  och  diU  vardcfulla  bidrag  Du  kanskc  kan  cara  intresserad  av  all  vela  all  vir 
uppdragsgivaic  Idr  denna  undersokning  ar  Britiiih  Tclccoin 


Antackna  renktionen 


Fdrvlnar  del  dig?  Ja/Ncj 

Om  Ja.  varfdr?  / 

Oiu  Ncj.  varfor  inlc'/  _ 


Skulle  du  anse  att  Bntish  Telecom  3r  den  tvp  av  fdreUg  sum  ar  kapabelt  alt  tillliandahdlla  ijanster  ay 
den  lyp  vi  diskuterat  Anviind  cn  skala  pS  1 till  6.  diir  star  for  “.1A>.v«/w/  och  6 star  fdr  Af>solul  mle 


Ah  sol  lit 

A hsolul  ink' 

1 

2 

3 

4 

5 

f. 

Ont  svorsgivaren  s\-nrar  4.  5 L'Ut;r  6.  efter  nn[c(fn:nf!cir: 


Skulle  affhrsfdrslagcl  vara  mor  iniressant  oin  British  Telecom  crbjdd  ijansterna  i saniaTbelo  mod 
nagon  a\  roljandc  typer  av  fdretag  ’ (Till  iuU-rvjuurtn:  pnekafnr  nlUejler  svar  kk'ra  svar  rilldlnn.) 

• ell  stdrre  IT -fdrelag  — 

• en  bank  

• ett  siOrrc  finansfbretag  

• ell  lacloring-foretag  

• Annan  (An^e  vad) 


Som  jag  nanmde  i bdrjan  av  samtalci  kan  jag  vidarebefordra  dill  namn  till  British  Telecom,  om  du  ar 
inlresserad  av  all  hollas  informerad  om  ulvcckhngcn  av  en  iippsattning  produklcr  och  ijflnsler  som 
syftar  till  all  pa  ell  kosinadseffektivl  siitt  underliitla  ininga  av  dc  problem  som  vi  bar  lalal  om  idag 
Vill  du  det‘^ 

Ja/Nei 

Tack  iln  en  gang  for  dm  hjalp  Jag  l3r  dnska  dig  all  framgang  i dm  lorciag 
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Vorschlag  2 - Gewerbe-Querschnitt  - Anwendungsbereieh  bei  kleinen/mitlloron  Betrieben 

Telefon-Fragebogen  (endgiiltige  Version) 

Einleitung  / Voraussetzung 

(Stch  entwedermit  dem  Inhaber,  CeschaftsfOhrer.  Finanzdiraktor  verbinden  iassen) 

fr*"  fl  7 . 

m^.nc:.T  * . ^ ^ ^ ^ Strategische  Untersuchung  fur  ein  internationalGs 

KundSZeT  Marktforschung  ist  es.  die  prazisen  Arrforderungen  des 

. II  A ^ ^ besonders  mrttlerer  und  kleinerer  Firmer)  - zu  verstehen  um  somrt  ^ukunffino  nnH 

Produkte  und  Dienstleistungen  zur  Verbesserung’von  Leistungsfahigkeit  und 
rtragsfahigkeit  auswerten  zu  konnen.  Selbstverstandlich  bin  ich  am  Ende  unseres  Gespraches  gern  bereit  Ihnen 
die  Identrtet  des  Diensfleistungsuntemehmens  bekanntzugeben.  ^espracnes  gern  bereit,  Ihnen 

KmS'^her^^rffndr®"  ® VerkaufsgesprSch  handelt  noch  darum,  potentielle 

Sehen  un?wenn  interessiert,  Kundenanforderungen  tesser  zu 

interested  Sind  ar^giell?^^^  m5gliehenveise  ergebenden  Entwick, ungen 

rAcUlt  [S'’®"  !!"  hinsichtiich  ihrer  tagtaglichen  Gsschaftstatigkeit  steiien->  Das  qesamte 

Darf  ich  zuerst  ein  paar  Einzelheiten  iiber  Ihre  Firma  und  Ihro  Stellung  ansprechen 

Einzelheiten  zur  Firma  / zum  Gesprdchspartner 

Name  der  Firma: 

Beschaftigungsbereich  / -sektor  (durch  die  einzelnen  Beretche  gehenund  entsprechenden  SIC  Code  ankreuzen) 


Landwirtschafl  / Viehzucht 

Erzeugende  Industrie/Nahrungs- 
miftel/Textilien  (auQer  Petro- 
chem./Maschinenb  / Hi-Tec) 

Dienstleistungen  fur  Industrie  & 
Winschaff 

Mediensektor  / Werbesektor 

Bauindustrie 

Petrochem.lnd/Maschinenbau 

Dienstleistungen  im  Finanzwesen 

Professionelle  Dienstleistungen 

Gesundheits-  / Erziehungs-/ 
Sozialwesen 

Einzelhandel 

Hi-Tec 

Reisesektor  / Transportwesen 

Sektor  Freizeitgestaltung 

GroQhandel 

In  einam  anderen  Bereich  tatig  (bitte  ganau  angeben): 


Titel  des  Gespr^chpartners: 

Abteilung:  

T elefpnnummer: 

(die  angewahite  Nr.  u.  die  richtige  Apparatnr.  bestatigen) 


Anzahl  der  dort  Beschaftigten  (wenn  nicht  vorbanden.  ungefShre  Anzahl  ankreuzen) 

'I  - 9 100  - 499  

10-99  500+  


(lA'enn  es  sich  hier  um  mehr  als  600  fieschaft/gte  handen.  das  Interview  hier  bitte  hdflich  abbrechen) 
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Sette  2 


UngefShrer  Jahresumsatz 


Weniger  als 

Zwischen 

Zwischen 

Zwischen 

Zwischen 

Zwischen 

Zwischen 


£ 1.000.000  (eine  Million} 

£ 1 000  001  - £ 5.000.000 

£ 5 000  001  - £ 10.000.000  (Funf  zu  Zehn  Millionen) 
£10.000.001  - £ 15  000  000  (Zehn  zu  Funfzehn  Millionen) 
£15.000.001  - £ 20  000  000  (Funfzehn  zu  Zwanzig  Millionen) 
£ 20  000  001  - £ 50.000.000  (Zwanzig  zu  FOnfzig  Millionen) 

£ 50  000-001  - £ 100.000  000  (FOnfzig  zu  Hundert  Millionen) 


I nf rastruktur/l  nformatlonstechnik  ( I T) 


Un^jffhie  grundlegende  Fragen  zu  Ihrer  gegenwarttgen  IT  AusrOstung  stellen? 

Ungefahre  Anzahl  der  bei  Ihnen  installierten  Computer 

^^^eideny^  wrhanden,  bitte  die  unten  anstehenden  Ziffem  ankreuzen  und  eine  'ich  weifi  nichf 


I - 5 
6-  10 

II  - 20 
21-50 
51  - 100 
101  - 200 
> 200 


Antwod 


weid  nicht 


Sind  Ihre  Computer  intern  vernetzt? 

Wenn  ja.  wieviele 
Schatzung  in  % zu  ermitteln): 


Ja  Nein  WeiB  nicht 

'a  % (Wenn  nicht  vorhanden.  versuche  eine 


Wenn  ja,  sind  sie  an  ein  LNA  (lokales  Netz)  angeschlossen? 

Ja 

Nein 

WeiB  nicht 

Wenn  ja.  geht  dieser  AnschluB  uber  ein  Intranetz? 

Ja 

Nein 

WeiiJ  nicht 

Sind  bei  Ihnen  Computer  Oder  das  Netz  an  Internet  angeschlossen? 

Ja 

Nein 

Weili  nicht 

Wenn  ja,  wieviele? Oder  in  % (wenn  Anzahl  nicht  bekannt  ist,  bitte  eine 

Schatzung  in  % ermitteln) 

Flaben  Sie  einen  Zentralcomputer,  d.h.  zentralisierte  Datenverarbeitung?  Ja 

Nein 

WeiB  nicht 

Flaben  Sie  Ihre  eigene  Abteilung  fur  IT  oder  Datenverarbeitung? 

Ja 

Nein 

Weifi  nicht 

Arbeiten  Sie  mit  einem  externen  Computerburo  oder  extemen 
Datenverarbeitungsdiensten? 

Ja 

Nein 

Weifi  nicht 
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Computer.  Compulerstationen.  Wartungskosten  und  Software  (versuche  e/ne 

weniger  als  £ 6 000 
zwischen  £ 5.001  - £ 10  000 
zwischen  £ 10.001  - £ 25.000 
zwischen  £ 25  001  - £ 50.000 
zwischen  £ 50.001  - £ 100  000 
zwischen  £ 100  001  - £ 250.000 
zwischen  £ 250  001  - £ 500.000 
zwischen  £ 500  001  - £ 1 .000  000 

mehr  als  £ 1.000.000 

weili  nicht 


Kdnnten  Sie  mir  ungefahr  sagen  wie  sich  die  Kosten  prozentual 
0tne  Schatzung  zu  erzwingen): 

% Software  % 


auf  Hardware  urid  Software  verteilen  (versuche 
WeiB  nicht 


Wenn  die  Antwort  'weiS  nicht'  ist,  fragen: 


1st  es  Ihrer  Meinung  nach  schwierig  solche  Kosten  genau  zu  erfassen?  Ja  Nein 
warum  sind  diese  Kosten  Ihrer  Meinung  nach  schwer  zu  erfassen?  (BitteAntwon  notieren) 


Ist  Informationstechnik  (IT)  entscheidend  fur  ihre  Organisation'? 
Macht  sich  Ihrer  Ansicht  nach  Ihre  IT-Investition  bezahtt? 
Warum  / Warum  nicht  ? 


Ja 

Nein 

WeiS  nicht 

Ja 

Nein 

WeiS  nicht 

Wer  ist  in  Ihrer 
Titel  ermittein) 


Firma  letztiich  fiir  den  Kauf  von  Informationstechnik  verantwortlich?  (Bitte  Name  und 
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diese  Tzu  6 verbunden  - 

bis  zu  6 - wo  Sie  sich  wirklich  keinerlei  Probteme  bewuRt^nd.''''  ®‘"  betrachtliches 


brtte  bewerten  Sie 
Problem  besteht  - 


(Bitte  die  Reihenfolge  derAspekte  rotieren)- 


* Die  Wartung  der  Hardware 


Das  Aufriisten  der  Hardware,  um  mit  neu 
erschemenden  Software-Programmen  Scbritt  zu  halten 


^ Ki  ^^^bisation  des  Systems  (z.B.  der  An- 
scbluB  der  Computer  aneinander  Oder  die 
Integnerung  neuer  PCs  mit  bestehenden  Systemen) 

* Der  Aspekt  daR  gewisse  Syslemfunktionen 
nichl  integriert  sind  u.  dadurch  unterschied- 
iicne  informalionsschwerpunkte  entsteben 


Sicherstellung,  daS  angewandte  Software  einheiflich 
Probleme  mit  Neuversionen, 

gemanagt  werden 


Ein 

bedeut 

Problem 

1 

Ein  ge- 
wisses 
|Problem 

2 

MOglich- 

erweise 

ein 

Problem 

3 

Kein 

Problem 

4 

iMeisten 

kein 

Problem 

5 

sjOber- 

haupt 

kein 

Problem 

e 

- 

i 

I 

L 

1 

- 

L 

. 

Vielen  Dank ! 

Gibt  es  fur  Sie  vielleicht  weitere  Problembereiche  die  wir  nicht 


angesprocben  haben 


? 


1 
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ANWENDUNGSBEREICHE 


diu  “ An^dodungsberaloddn  gdhan  und  Ihned 


(a) 

(b) 

(c) 

(d) 


folgenden  4 Fragen  stellen: 

Ob  der  jeweilige  Aufgaben-  und  Anwendungsbereich  fiir  Ihre  Organisation  sehr  wichtig  ist. 

n!n  ^^^aberi-  und  Anwendungsbereich  problematisch  ist  und  zwar  im  Hinblick 

auf  den  Abwicklungszeit-  / Abwicklungskostenfaktor  pro  Aufgabe. 

Ob  der  jeweilige  Aufgabenbereich  durch  Computer  gehandhabt  Oder  manuell  erledigt  wird 
Ob  die  Aufgabe  extern  ausgefuhrt  wird. 


(Bitts  Reihenfolge  der  Bereiche  rotieren.  We/C  nicht  = WN) 


* Steuererklarungen 

* Oberpriifung  der  Kreditwurdigkeit 

* Buchfuhrung  und  Finanzplanung 

* Bankuberweisungen 

* Eink^ufe 

*■  Lohn-  und  Gehaltsabrechnungen 

* Auswertung  von  Stundenzettein  und 
Spesenabrechnungen 

* Rechnungsersteltung 

* Kreditkontrolle  und  Eintreibung  der 
AuBenstSnde 

* Internet  Werbung 

* Auftragserledigung  / Projektuberwachung 

* Handhabung  von  kundenseitigen  Anrufen 
(z  B durch  Beantwortungssysteme) 

* Bearbeitung  v einkommenden  Auftragen 


Wichtig  f(lr  uns 

Stellt  Zeit-  oder 

Kosten- 

probleme 

Wird  durch 

Computer 

gehandhabt 

Wird  extern 
gehandhabt 

JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA  / NEIN  / WN 

JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA  / NEIN  / WN 

jl  JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

ja/nein/wn 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA  / NEIN  / WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA  / NEIN  / WN  " 

,_JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

1 JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

1 JA/  NEIN 

JA  / NEIN 

JA/NEIN/  WN 

JA  / NEIN  / WN 

( nterviewer  sprechen  siejetzt  den  GesprSchspertner  auf  andere  Aufgabenpereiche 
(Bestandsaufnahme).  Personaldatei.  Vertrieb/Logistik.  DienstpIPne  fur  Personal. 
Anwendungsbereiche  mit  hohem  Dateivolumen.  und  bitte  nachstehend  ausfOilen): 


an,  wtez.B.  Inveniarkontrolle 
Kundenstarnm-Management, 


* 


* 

JA/NEIN 

JA  / NEIN 

JA/NEINA/VN 

JA/NEIN/WN 

* 

JA  / NEIN 

JA  / NEIN 

JA/NEINA/VN 

JA/NEIN/WN 

JA  / NEIN 

JA  / NEIN 

JA/NEIN/WN 

JA/NEIN/WN 

1 


1 


1 
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PERS6NLICHE  EINSTELLUNG  / VERSTEHEN  / PROBLEMBEREICH 

Wir  haben  verschiedene  Problem-  und  Anwendungsbereiche  argesprochen  - stellen  Sie  sich  nun  einmal  die 
Situation  vor,  wobei  alle  Oder  emige  dieser  Anwendungsbereiche  auf  einer  ganz  neuen  Basis  erhaltlich  smd: 

Stellen  Sie  sich  einmal  vor,  dall  die  fur  Sie  in  Frage  kommenden  Programme  als  Paket  zu  einem  gUnstigen 
Abonnementpreis  erhaltlich  wflren,  wobei  Zugriff  und  Runterladung  von  einem  Netz  auf  preiswerte  preiswerte 
Netzanschluli-Computer  Oder  sogar  PCs  mOglich  ist  Der  Service-Versorger  wUrde  Ihre  Computer  Hard-  und 
Software  und  Ihr  internes  Netz  managen  und  uberwachen,  Kontrolle  Ober  Programmversionen,  Lizensierung  usw 
wurde  automatisch  und  extern  Obernommen  werden 

f/n(erv/ewer  bitte  die  sponiane  Reaktion  hier  aufzaichnen)  


Fur  unsere  Bewertung  dieses  Vorschlags  haben  wir  wiederum  eine  Skala  von  1 - 6,  wobei  die  Nummer  1 fur  "Starkes 
Interesse'  und  die  Nummer  6 for  'Oberhaupt  kem  Interesse'  steht;  konnten  Sie  mir  sagen  ob  eme  solche  Versorgung  ein 

attraktiver  Vorschiag  for  Ihre  Organisation  ware  ? (brtte  die  entsprachende  Nummer  umringen): 


Starkes  Interesse 

Allgemeines 

Mogliches 

Fraglich  ob  von 

Wahrschelnlich 

Bestimmt  kem 

WeiB  nicht 

Interesse 

Interesse 

Interesse 

kein  Interesse 

Interesse 

1 

2 



3 

4 

5 



6 

WN 

Oder  als  Alternative  was  wOrden  Sie  dazu  sagen.  wenn  Ihnen  ein  solches  Hard-  und  Software-Paket  zur  internen  Bedienung 
zur  VerfUgung  gestellt  wurde  (also  nicht  als  extern  gemanagte/runterzuladende  Versorgung)  - wir  haben  wiederum  eine  Skafa 
von  1 bis  6 


i 

I 

I 


Starkes  Interesse 

Allgemeines 

MOgliches 

Fraglich  ob  von 

Wahrschelnlich 

Bestimmt  kem 

WeiU  nicht 

Interesse 

Interesse 

Interesse 

kem  Interesse 

Interesse 

1 

2 

3 

4 

5 

6 

WN 

KOnnen  Sie  sich  weiterhin  vorstellen,  dal^  eine  ganze  Service-Palette,  einschlielilich  Rechnungerstellung  und 
Rechnungsausstellung,  Einzug  von  AulJenstanden  und  Schulden,  Emkaufe,  Telefonverkauf  und  Telefonmarketing  entweder 
als  Einzeldienst  oder  als  Gesamtpaket  durch  einen  externen  Dienst  geboten  ware  um  sowohl  Ihre  Leistungsf^ihigkeit  als 
auch  Ihren  Cash-Flow  zu  verbessern 

Geben  Sie  mir  bitte  Ihre  Meinung  zu  diesem  Vorschiag  und  zwar  fur  jede  einzelne  dieser  Aufgaben  und  dann  fur  ein 
Gesamtpaket  (bitte  entsprechende  Antwort  umnngen) 


(a) 

Rechnungserstellung 

Ja  / Nem 

(b) 

Rechnungsausstellung 

Ja  / Nem 

(c) 

Einzug  von  Aulienstanden 

Ja  / Nein 

(d) 

Einzug  von  Schulden 

Ja  / Nem 

(e) 

Emkaufe 

Ja  / Nem 

(f) 

Telefonverkauf 

Ja  / Nein 

(g) 

T elefonmarketing 

Ja  / Nem 
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Wenn  Sie  sich  nun  am  Paket  vorstellen  In  dem  alls  Oder  fast  alle  dieser  Aufgaben  geboten  warden  - konnen  Sie  uns  mlttels 
elner  Skala  von  1 bis  6,  wobei  die  Nummer  1 "Starkes  Interesse'  und  die  Mummer  6 'Bestimmt  kein  Interesse'  aufzeigt.  sagen 
ob  das  fur  Ihre  Organisation  ein  attractiver  Vorschlag  wdre 


Starkes  Interesse 

_1T 

Allgemeines 

MOgliches 

Fraglich  ob  von 

Wahrscheinllch 

Bestimmt  kein 

Weid  nicht 

Interesse 

Interesse 

Interesse 

kein  Interesse 

Interesse 

1 

2 

3 

4 

5 

6 



WN 

Nun  zur  Frage  Vertraulichkeit  und  Sicherheft. 


Wenn  der  Service-Versorger  garantieren  kOnnte  da(J  Ihre  gesamten  Daten  sicher  gespeichert  waren  (und  nur  Sie  Zugriff 
haben),  warden  Sie  (Mte  entsprechendes  ankreuzsn) 


mit  einer  solchen  Regelung  zufrieden  sein 
erne  solche  Option  nur  ungern  bewerten 

eine  Option  wobei  Sie  Ihre  Daten  nicht  selbst  uberwachen  nicht  zur  Debatte  steht 


(Interviewer  bitte  weitere  Kommentare  aufzeichr^en) 


Und  abschlieSend  ncxh  - wenn  ein  solches  Servicepaket  mit  der  Option  kame  die  notige  Hardware  zu  kaufen  Oder  zu 
leasen  (z  B die  Computer),  was  worden  Sie  wahrscheinllch  vorziehen? 

Kauf  Leasing 


Und  warum? 


Welche  Zahlungsweise  ware  fur  Sie  fur  die  vorgestellten  Anwendungspakete  am  attraktivsten  7 (Interviewer  - title  nur  eine 
Option  ankreuzen) 

* Kauf  mit  Unterstutzungsvertrag  

* Berechnung/Zahlung  pro  Transaktion  

* Berechnung/Zahlung  gemaii  Zeitaufwand  

* Festgelegtes  Monatsabonnement  

* Festgelegtes  Vierteljahrliches  Abonnament  

Uberlegen  Sie  bitte  auch  emmal  was  fur  ein  Unternehmen  den  besprochenen  Service  bieten  wOrde  .. 

Stellen  Sie  sich  vor  dad  Sie  an  diesem  Service  interessiert  smd 


Auf  einer  Skala  von  t zu  6.  wobei  Nummer  1 fur  'ganz  entscheidend'  und  Nummer  6 fur  'ganz  unwichtig’  steht,  wie  sehr  worde 
Sie  der  Markenname  des  Dienstleistungsunternehmen  zu  etner  positiven  Entscheidung  beeinflussen'^ 


Ganz 

■ i~  I ~n'~  ~T 

Ganz  I 

entscheidend 

unwichtig 

1 

2 

3 

4 

5 

6 

- 

. 

. . _ . . 

1 
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^lohe  de?to*genOer^^  Me?nind*na?h  aefen  dnd  blue  Sie,  mil  zu  sagen 

Wir  haben  Semm  eirskl  erfolg-eiob  aaafaluen  konme, 

nich.  beKick3lch,!Z’  rm  ” ' “"X  6 -»au.e 

(Interviewer  bitte  Reihenfolge  der  Liste  rotieren): 


WOrde 

bestimmt 

berock- 

Stchtl^en 

1 

2 

3 

4 

3 

WOrde 

nicht 

berQck* 

stehugen 

e 

Ein  fiihrendes  Tolekomunikationsuntemehmen 

* Ein  fiihrender  IT  Hersteller,  wie  z.B,  IBM 

* Eine  Bank  Oder  ein  Finanzunternehmen 

* Ein  Internet  Service  Versorger 

* Ein  anderes  Unternehmen  (bitte  angeben) 

\ 

I 

I 


I 


1 

-Mar-97  16:54  bespoke  channels 


P . lO 
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Ihre  Zeit  und  Ihre  niitzlicheo  Kommentare  Es  wird 
das  uns  mrt  dieser  Rundfrage  beauftragt  hat  British  Telecom  ist 


Sie  sicher  interessieren  da6  das  Untemehmen 


Bitte  Reaktion  notieren; 


Uberraschl  Sie  das  ? ja  / NEIN 

Wenn  Ja.  warum  / 

Wenn  Nein,  warum  nicht? 


fflhig  die  verschiedenen  Dienstleislungen  die 
^ *^'5  6.  wobei  1 fur  Vdllig  glaubwiirdig’  und  6 fiir  'h 


mdglich'  stehl 


' wir  diskutierl  haben  zu 
'halle  es  bestimml  nicht  fiir 


VOllig 

glaubwQrdig 

1 

GlaubwOrdig 

2 

Moglicherweise 

glaubwQrdig 

3 

Matte  es  nicht 
fur  mOglich 

gehalten 

4 

Habe 

ernsthafle 

Bedenken 

5 

Halte  03 
bestimmt 
nicht  fiir  mOglich 
6 



— 

Wenn  ihr  Gesprachspartner  Bewertungen  4,  5 Oder  6 wahit,  bitte  eine  Begriindung  ermittein 


S=;?.=*:s,=iT,s=.'=  ’;zsr^z 


Ein  fiihrender  IT  Lieferant 

Ein  bekanntes  Bankunlernehmen 

Eine  fuhrende  Finanzierungsgesellschaft 

Eine  Inkasso-Firma  (AuSenstande-ZSchuldeintreibung) 

Ein  anderer  Partner  (bitte  angeben): 


^ruher  Tnfr.f  a Gesprachs  erwShnt  - wenn  Sie  daran  interessiert  sind.  von  British  Telecom 

anrsoroch?ne!fS  N Dienstleistungen  zur  kosteneffektiven  Lbs"  ilrdlf  heute 

angesprochenen  Probleme  entwickelt  warden,  geben  wir  Ihren  Namen  gern  an  British  Telecom  weiter 


JA  / NEIN 


Nocheinmal  herziichen  Dank  fiir  Ihre  Hilfe  ' 
Eftolg  I 


Wir  wunschen  (hnen  auf  alien  Ebenen  weiterhin  geschafttichen 
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Facsimile  cover  sheet 


To 


Chris  Harris 


From 


Rob  Bolton 


Company 


INPUT 


Business  Unit 


Date 


imm 


Address 


Telephone 


Facsimile 


Telephone 


Number  of  pages 
including  cover  sheet 


04 1 00940 1 7 


Facsimile 


Chris, 


-d  the  list  Of 
"l*”  ">»  “To™"  it  is 

STao’rilZhX^^  probi™: 

rpaXer,'o'f  .rgted^^'' 

I will  speak  to  you  soon. 


Regards 


Rob  Bolton 


Questionnaires  to  be  sent  to  the  following  banks: 

Abbey  National  Pic 
Access 

Alliance  and  Leicester  Building  Society 

American  Express  Bank  Ltd 

Bank  of  Ireland 

Bank  of  Scotland 

Barclaycard 

Barclays  Bank  Pic 

Bradford  and  Bingley  Building  Society 

Bristol  and  West  Building  Society 

Britannia  Building  Society 

Chelsea  Building  Society 

Cheltenham  and  Gloucester  Building  Society 

Clydesdale  Bank  Pic 

Co-operative  Bank  Pic 

First  Direct  Bank 

Girobank 

Halifax  Building  Society 

Leeds  and  Holbeck  Building  Society 

Lloyds  Bank  Pic 

Marks  and  Spencers  Pic 

Midland  Bank  Pic 

MBNA 

National  Westininister  Pic 
National  Savings  Bank 
Nationwide  Building  Society 
Royal  Bank  of  Scotland 
J Sainsbury  Pic 
Save  and  Prosper 
Tescos  Pic 
TSB  Group  Pic 
Visa 

Woolwich  Building  Society 
Yorkshire  Bank 
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93  Piayford  Road 
IPSWICH 
Suffolk 
n>4  5RQ 

Tel  (01473)  625586 
[DATE] 

[ADDRESS] 


Dear  [CONTACT] 


RE: 


MBA  dissertation  - The  use  of  Network  Computing  in  banking  call 
centres:  Questionnaire.  in  oanking  call 


I am  currently  studying  for  the  above  qualification  at  University  CollecP  r 

Wluch  I am  required  to  undertake  research  for  a 20  OOo  Z7Z^i^  u 

w,sh  to  venfy  my  dissertation  activity,  please  conta«  Dr  M ch^u’T  H-d^f  ^ 
Management  School  on  Tel:  01473  2865682  ^ vuayle,  Head  of  The 

“nrs^Xw  r^rS  in  nfhLr:  f 


Yours  sincerely 


David  Copsey  MA  ACA 


01394674017 
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The  Use  of  Network  Computing 
in  Banking  Call  Centres 


MBA  Questionnaire 


‘”““"8  ” '-here 


How  many  call  centres  does  your  bank  use? 
How  many  agents  are  there  in  your  call  centre? 


3. 


Upto  100  □ 

LTpto  750  Q 

Upto  1,000  □ 

Upto  3,000  □ 

More  than  3,000  Q 


Do  you  ever  share  workload  between  call  centres? 


Yes 


□ 


No 


Do  you  outsource  any  of  your  call  centre  activties? 
□ No 


□ 


□ 


If  yes  please  specify  which  activities 


STEVE  TAYLOR 
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Applications 


For  each  of  the  activities  listed  below 
following  questions 


please  indicate  your  views  on  the 


The  questions  are> 


(a) 

(b) 

(c) 

(d) 


IS  the  activity  highly  relevant  to  your  call  centre  strategy? 
does  It  present  a problem  in  terms  of  unit  transaction  cost  or  time'? 
what  propon,on  Ofyour  call  centre  transactions  does  it  repeal 
What  IS  the  leval  of  automation  of  the  activity? 


Activity 


Deposit  taking 

Opening  and  dosing  accounts 

Customer  help 

Payment  transfers 

Credit  checks 

Personal  laons 

Financial  services 

Insurance  services 

Telemarketing 

Lost  or  stolen  services 

Regular  payment  services 

Mortgage  advances 


(a) 

Highly 

relevant 

(b) 

Present  time/ 
cost  problem 

(c) 

Proportion 
of  activitv 

(d) 

Level  of 
automating 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

WWL 

H/M/L 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

WM/L 

H/M/L 

Yes/No 

Yes/No 

H/MiO. 

H/M/L 

Yes/No 

' Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

H/M/L  “ 

H/M/L 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

H/M/L 

H/M/L  ~ 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

WWL 

H/M/L 

Other  tasks  not  included  above  (please  list  below  - 


Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

H/M/L 

H/M/L 

Yes/No 

Yes/No 

h/ma. 

H/M/L 

Are  there  any  additional 
call  centres? 


services  which  you  are  planning  to  introduce  into  your 


! 
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7. 


Please  indicate  the  main  benefits  derived  from 
the  most  important  and  6 for  least  important 

Quality  Control  j 

Cutting  costs 


your  call  centres 
2 3 


by  circling  I for 


4 5 


6 


A new  channel  to  market 


The  ability  to  offer  a wide  range  of  services 
Enhanced  security  of  business  processes 
A facilitator  of  growth 
A facilitator  of  restructing 
A way  of  differentiating  my  bank 
Improving  customer  service 
Other  (please  specify) 


8. 


9. 


For  the  statements  contained  in  questions  8 tr.  io«i  o.  j 

level  of  agreement  with  your  own  opinion  I el  T 

equals  disagree  strongly  ^ strongly  and  6 


Integrating  call  centre  software  into  legacy  systems  is  a problem. 

’2  3 4 5 6 

My  bank  is  tied  to  its  legacy  systems. 


2 3 4 5 6 

10.  Islands  of  information  are  a problem  for  my  call  centres, 

’ 2 3 4 5 6 

1 1-  Availability  of  information  for  agents  is  a problem, 
’2345^ 

12.  Restructing  of  my  call  centres  is  difficult. 


1 


3 4 


6 
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13. 


Maintenance  of  my  cal) 


centres  is  expensive. 


14. 


My  bank  needs  to  invest  in  the  latent  , • 

competitive  * ^ technology  m order  to  remain 


15. 


16. 


17. 


18. 


19. 


'2  3 4 5 , 

I fully  understand  the  concept  of  the  Network 

I am  aware  ofthe  benefits  of  the  Network 

i 2 
The  intranet  is 

' 2 3 
The  internet  will  be 


Computing 


Computing 
4 5 6 

an  important  dcveJopment  for  call 


centres. 


'•  5 6 

y«ar  2000  “ channel  to  market  for  retail  banka  before  the 

1 2 . 


20. 


with  a single  supplier  ® I would  prefer  to  deal 

for  the  traditional  call  centre  th^  u . 

Opponunity  □ ’ ~s  an 

Threat  Q 


Please  give  your  reasons 


•*  -r^ 


> •.  . • ■ r^.-|  3 " • 


•r!«*  ^ 


* ' ■ -•■ 


> i 

• 1? 


It  il 


‘ . tir.  ’ 


1<*  I 


U I 


A"  ' -- 

. ’ ^ . t ' 

,jg>  ■>•  ' * * . > Mt 


hit'  -■'  -V 


- * 

'•i«  . 


• . jfc  .v* 


' •rn; 


3»  7 ■;  ■■ 

"'  S <•-■'■ 


s;'',.rrv: 


• • 

r)  * '^V  ■ 


• ^ -—»  >»  . ,V  .,,  ■- 


•4’ 
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21. 


Which  departments  in  your  organisation  significantly  influence  the  decision 
over  major  expenditure  on  call  centres? 


Marketing 

Sales 

Operations 

Finance 

IT 

Communications 
Other  (please  specify) 


Yes 

□ 

□ 

□ 

□ 

□ 

□ 

□ 


22. 


Please  indicate  your  preference  for  dealing  with  various  types  of  call  centre 
suppliers  by  grading  a 1 for  most  preferred  and  8 for  least  preferred. 


! 


I 


I 


I 

I 


Software  vendors  i 2 

Systems  integrators  1 2 

Telecommunication  operators  1 2 


Hardware  manufacturers 

Consultants 

Outsources 

Other  (please  specify) 


1234 

12  3 4 

1234 


5 6 7 8 
5 6 7 8 
5 6 7 8 
5 6 7 8 
5 6 7 8 
5 6 7 8 


Thank  you  for  your  time  and  effort  Should  you  wish  to  see  an  overview/summarv 
of  the  results  of  this  questionnaire,  please  tick  the  appropriate  box.  ^ 

Yes  □ No  □ 


1 


I 


I 


I 


S ! 


^ •' 


j 


T' 


. <» 


f I 


Vs 
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Certifying  letter  from  M Quayle 
(Pleasel) 


INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel;  +44(0)  1753  530  444 
Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date: 

21  March  1997 

Confidential: 

Y 

/ N 

TO: 

Name: 

Rob  Bolton 

Urgent: 

Y 

/ N 

Tel.  No: 

01473  227  908 

Company: 

BT 

Page: 

1 

of  1 

Fax  No: 

01394  673723 

File: 

Chron 

FROM: 

Andrew  Lowcock 

Contact 

SUBJECT: 

Conference  Call  Data  Aquistion 

Other 

Dear  Rob, 

With  reference  to  your  inquiry  yesterday,  we  recommend  that  Corpdata  Limited  supply  the  required  data, 
based  on  the  data  cleanliness  and  abiltiy  to  segment  by  the  required  criteria.  Corpdata  Ltd  can  supply  the 
following  volumes  of  decision  maker  contacts:- 


No.  of  Companies 

Financial  DM 

IT  DM 

Telecoms  DM 

Utilities 

156 

155 

135 

72 

Banking  and  Finance 

718 

712 

639 

338 

Health 

300 

178 

670 

145 

Corpdata  charge  25  p per  contact  record,  exclusive  of  V.A.T..  Three  contacts  from  a single  company  will 
therefore  cost  75  p.  INPUT  is  in  a position  to  leverage  a discount  of  20%.  Data  will  be  supplied  in  either 
ASCII  text  or  dBase  format. 


We  await  your  decision  on  sample  requirements  and  await  confirmation  before  we  approach  Corpdata  to 
obtain  your  data  for  this  action. 


Yours  sincerely 


oo  cV 


Andrew  Lowcock,  Research  Analyst 


Header  for  Fax. doc  5/96 


Page  1 of  1 


INPUT 


CORPDATA 

LIMITED 


6-8  Den  Road  ■ Tei^nmouth  ■ Devon  TQ14  SAP 
Telephone:  (01626)  777400  Fax:  (01626)  777500 


Stxucture  for  database:  A:\UTILFILE.DBF  & TXT 
Number  of  data  records:  400 


Field 

Field  Name 

Type 

Width 

1 

EMPSITE 

Character 

6 

2 

ACTIVITY 

Character 

30 

A3 

SITE_STAT 

Character 

20 

COMPANY 

Character 

50 

5 

BUILDING 

Character 

30 

6 

STREET 

Character 

30 

7 

SUBURB 

Character 

30 

8 

TOWN 

Character 

30 

9 

COUNTY 

Character 

30 

10 

POSTCODE 

Character 

8 

11 

TELl 

Character 

15 

12 

FAXl 

Character 

15 

13 

FDTITLE 

Character 

6 

14 

FDINITS 

Character 

2 

15 

FDNAME 

Character 

30 

16 

FDJOB 

Character 

30 

17 

PCTITLE 

Character 

6 

18 

PCINITS 

Character 

2 

19 

PCNAME 

Character 

30 

20 

PCJOB 

Character 

30 

21 

CSTITLE 

Character 

6 

m,22 

CSINITS 

Character 

2 

^23 

CSNAME 

Character 

30 

24 

CSJOB 

Character 

30 

VAT  No.  600  9669  41  Registered  in  England  No.  2690712 
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CORPDPIH  LH' 


IvlCV  AT  |\-5o/^|i  'fr-  Ox^hn-l^ 

6oO-Vl^- 
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r-M/vi  UiOcTD  < < f ouu 
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C-OHrUA'JA 

1. 1 M 1 J i:  1) 


O-H  Den  R ■ 'Jl  U]>llll(tn/  h lh),.J,  IQHHAP 

'IcUj'hcnc:  (0K>''(>>  ,‘i(H>  hi\  yOltlO)  777500 


Dnl  .'•  j'loposal  Coiii.l  ft^-Kiilts 
Done  at  5V:0m?''-  by  it^A 

fci  ^.2.-:|  Rf;f: 


295 


nata  Propoeai  foi 
rlie>nt  company! 

Prop.  Reference: 

Detail*  of  aubsett 

Selection  based  upon  tVjp  cnt..  , ; - Fn.jO-.yt.  oi,  c.Jt,e  parameter  e f Lower-100 
Upper=.600-  induotry  Se.Ttors  il:  nealti.  s-  'tci  . .. 



<=99  100-200  2O)-100  301-400  403-500  501-600  >&601  Total 


Ri zas ] 
Sites : 


201 


•19 


? 1 


1 8 


11 


Sroakdown  of  rot^uested  Job  Tyi.er.  i 

SzzsBi  <=99  JOO-200  203  300  303-400  403-5PO  5O1-600  >-601 


rin  Mgt 
Sys  Mgt 
Tel  Hgt 

TOTalb 


0 

O 

0 


114 

96 

1 

23  1 


29 

2fi 

7 


14 
3 0 
1 


34 

3 3 
0 


7 

7 

1 

15 


0 

0 

0 


300 


Total 

ns 

152 

5 


335 


Braakdovnfi  of  raquosted  Decisis.n  MHkej  Cent  art... 

Following  counta  art  unique  - tl.-’  i^ir-oi.d  i Noj  3 > . 3 uded  in  the  first  etc. 


Bizeei  <*99  100-300  201-300  303-400  401  500  SOl-600  >=601 

Frnancia  0 201  <i'(  21  jh  q 

Computin  0 1<,3  yj  2^  j(j  q 

Tclecoma  0 £ 9 2'-  J .<  )l  7 0 


1 J J 


53 


TOTALS  0 433 

If  you  need  to  know  r>.  ir. , i d be  drJigMe(i  to  talk: 

lO)  t iF.ix  No  : ' 


26 


Total 

300 

225 

145 


670 


01626  777400 


Rogurda,  Lisa  > 

I N 0-\  Co  4 


DVdeW,  I 


(><)  '- 1 0)  t iF.ix  Ne  : ' \ \ 

\ l/V^WCidA  t>  t \ ^ \ 


ISS 

1^^  - 


U'V 


c/^^erviC-^ 

Tei  C Co 


Hco 


loo 


39‘fc 

iff 


m 

/ 


Vat  Nt»  0^^'  • > n i<.  J VI . , X 

A 
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ws 
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nf^CH  70,  lyyv  18=0^;  coRPDATft  ltd  _ i-HA;uibdb^<-rr)uo 

■'  /' 

; 


COKl'l>ATA 
1. 1 M ] 11  J> 


«'>’  J-V>/  Rom!  1 i'ij}n  iift'iitli  ■ i SAP 

Ich'phcnc.  7y.^Q()  ((>IrO<<)  777.500 

Dal./'  |/)r>|>oun1  COur>l  R<M']t.s 


Data  rroposal  for  - D-:>ne  iu/O'/s/  ai.  i6;5.?:0i>  i.y  i.tsa 
client.  Company: 

Prop.  Rofetenc©;  ( Cn.po-t/-  Rv.1:  294 

D«talle  of  BubttAt I 

selection  basod  upon  the  critii  i /i  ; - K"  }■  ] C'yc  i'  < t pitc  pal  aji>etcrs  : Lower— 100 
Dpper-600-  Industry  Sei-tois  j m ) ^/ir  r( ; yuMir-  S/. : v.i(.-ei= 


Si Ses : 

<-99 

100-200  20)- 300 

301 

-400 

401-500 

SOl-600 

>=601 

Total 

Sites  : 

0 

96  .M 

B 

17 

6 

0 

156 

Bt«akdown 

of  requested  Job  Ty^.«  ‘ ; 

Siztte 1 

<-99 

100-200  201-300 

301 

• 400 

401-500 

501-600 

>=601 

Total 

Fin  M^t 

0 

65  14 

7 

1 

6 

0 

99 

6ye  Hgt 

0 

S3  22 

5 

8 

3 

0 

92 

Tel 

0 

2 0 

0 

2 

0 

0 

4 

TOTALS 

0 

120  36 

13 

1? 

9 

0 

195 

Breakdown 

of  re^eeated  Dociei<>ii  M/ikci 

Cont  Bc1  p : 

Foi lowing 

Counts 

are  uiiriJUs.  - vli/ 

sffjonc!  ir. 

HOI  jiiluded  in  ■ 

die  liret 

etc . 

Sizeft  r 

<-99 

100-200  201-300 

301 

-400 

403-500 

501-600 

>=601 

Total 

Financia 

0 

95  3 1 

B 

J2 

6 

0 

155 

coinpatin 

0 

6i  ?6 

8 

1 2 

6 

0 

135 

Te 1 ecoms 

0 

42  14 

5 

7 

4 

0 

72 

TOTALS 

0 

218  26 

21 

31 

16 

0 

362 

If 

you  ne 

od  to  Know  fth.  lL  , T 

•1  b 

V de  l 

to 

talk  - 

01626  777400 

Regards,  Llea 


( Cn:-  t Mi"  . s f <)X  NC'  ; ) 
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1 
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P . 

rf-idc. 


6 S /-Vw  t<  njiniifiinli  ■ Jhi-m.  SAT' 

'Jflrphrtir:  (0l6A>)  ; ry^n()  ln\  (0]oy>)  777MKI 

»pl-  f'ioj.opfll  cout.l  Xei  .iltf: 

oata  Propoeal  for  - Doi,«?  2n/(r</97  hv  ITSa 

Client  Cornpany  ; 

Prop  Reference:  < ccr  ^,1..  c Rnf  : 

Detarlc  of  aube«C I 

- E.niOoy...  . Ke  paiaiuctcrs:  Lower-iOO 
Upper  = 600..  industry  Scotoi  a j .1  ,Kic  lI  : rinai..  > / li^nking 

Si***!  <«99  100-300  201-  30C'  301-400  401-500  501-600  "*T^601 

80 


793 


S i t«s : 


4ie 


1? ' 


5 9 


30 


Breakdown  of  requested  Job  Ty^c^; 

Sizes:  <=99  100-300  301-300  301  400  4&1-500  501-600  >=601 


Tin  Mgt 
Bys  Mgt 
Tel  Mqt 


0 

0 

0 


341 

27  7 

12 


G& 
9 7 
6 


SB 

€5 

6 


37 

49 

9 


30 

25 

2 


0 

0 

0 


Total 

718 


Total 

442 

513 

37 


totals 

0 

530 

191 

129 

95 

47 

0 

992 

Breakdown 

Following 

of  requested  Decisio..  M-ikei 
counts  arc.  ur^ique  - p-co 

Ci.jil  ac  t »•  ; 
ml  1h  tie*'. 

tniluded 

in  the 

first 

eto  . 

SizttB ; 

<=9> 

100-300  701 

->0O  ^01 

'400  «Q1 
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FACSIMILE  TRANSMISSION 


Xo:  W 

Company  : \ nj  ? -JT  . 

Fax  Number:  o\'\Sl  ^ 

Pages:  t 


L««*U9»<'^0‘*on  '«>  IT  >neri«rpi()ca 

BISPOKE  CHANNELS  LIMITED 


Usiie  Masih 

OuOv  Wasf,  Trofford  Wharf  Rood 
Monchestur  M I 7 I HH 
Telephono  01  61  876  78‘29 
pQX  0161  STT*  I 137 

fr<T;ail:  l.rr>gsjh$ba5pol£«-chQAn*U.«).;;k 
Htfo  //w^A^  bv^DOk^Kcnnals  co.uV/rkbd 


Subject : cl^ 


Message: 
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CONnPE.M  tALITY  STATEMENT 

The  mlortnahon  contame<t  ui  thia  facsimile  message  is  intended  fot  the  use  of  the  individual  to  which  it  is  addressed  .uul  mav 
contain  information  that  is  legaUv  pnviliged  or  conlidenHal  under  applicable  law  If  the  leader  of  this  message  is  not  the 
intended  recipienl,  or  the  employee  or  agent  delivering  the  message,  you  are  hereby  notified  that  any  d i viosure,  photocopying 

or  di.stributiOn  v»  uiTauthorisccI  tind  proliibitpd. 

IX  THE  EVENT  OF  BAD  TRANSMISSION  PLEASE  CALL  +44(())lfil  876  7829 
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Direct  lines:  01S42  33S928 
01342  3^75 
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®REEDBASE 

KOMPASS 

DIRECT 


DATE; 
TIME: 
CONTACT: 
COMPANY: 
FAX  NO: 


19  March  1997 

5pa\ 

Leslie  Masih 

Bespoke  Channels  Manchester  Lid 
0161  8/7  1137 


SENDER:  Joanna  Rice 


.TOTAL  NUMBER  OF  PAGES  (INCLUDING  THIS  COVER  MEMO)  2. 

IF  YOU  DO  NOT  RECEIVE  ALL  THE  PAGES,  PLEASE  CONTACT  IMMEDIATELY 
TEL:  01342  335675  FAX:  01342  335652 

COVERING  MESSAGE; 

Thank  you  for  your  recent  enquiry.  I have  pleasure  in  confirming  the  results  of  the  count  you 
requested. 

Utilities  companies  on  our  database  with  between  1 and  bOO  employees  “ 561.  Of  these,  91 
have  a named  IT  Director,  Financial  Director  or  Customer  Services  Manager 

Financial/Banking/Insurance  Companies  on  our  database  with  between  £10  million  and  £125 
million  sales  turnover  (we  do  not  have  a band  for  £100  million)  1134.  Of  these,  373  have  a 
named  contact  as  specified  above. 


W:  can  supply  data  at  20p  per  record  to  include: 

Named  Contact 

Full  Company  Name  and  Address 
Telephone  and  Fax  Numben 


I am  faxing  you  our  full  price  list  should  you  wish  to  include  further  information. 


1 look  forward  to  hearing  from  you  shortly. 
Best  regards 

Joanna  Rice 

Direct  TO;  01342  335675 
PiPBCt  liAx;  QI34Z  335652 


REED 
INFOE. 
SERVICES 


infoemation 


Reed  InfermatiM  Serriets,  Wmdsor  Court,  Eirt  Gnsrteod  House,  Eut  Gtiurtead,  West  Sussex  BBII IXA 
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Direct  line;  01S42  »$92S  /33S675  /»$S59 


•REEDBASE 

KOMPASS 

DIRECT 


Reedbase  Kompass  Direct 
Price  List  January  1997 


Data  supplied  on  Self  Adhesive  Labeb,  Disk,  Print-out  and  Tape  to  rent  or  lease 

Rental  - Single  Use 

Per  Gimpany 

Name,  address  & named  contact. 

ISp 

Name,  address,  contact,  tel,  fax. 

2Dp 

Name,  address,  contact,  tel,  fax, 
sales  turnover,  no  of  employees. 

24p 

As  above  plus  trade  description  (UK  only). 

2Sp 

Full  Data;  Name,  address,  tel.  fax,  sales, 
employees,  named  executives  and  5-digit 
product  classifications. 

iSp 

12  Month  Lease  - Unlimited  use  on  Disk  or  Tape. 

As  above  plus  I9p  per  Company 

12  month  lease  allows  unlimited  use  of  the  information  for  a 12  month  period  from  the  date  of  purchase. 
Basic  searches  ate  free  of  charge,  a price  will  be  quoted  where  complex  searches  are  involved. 


Delivery 

Labele^  Tape,  Print-out  - £17,00 
Disk  -£9.99 

Additional  charge  for  Tape  - £25.00 

Turnaround  Time  from  receipt  of  Order 

Disk  1-2  days-  Labels,  Tape,  Print-out  2-3  days 
DaU  on  disk  is  supplied  in  comma  delimited  format.  Data  supplied  where  a\ailable. 

Minimum  Order  £350.00 


Mtim 
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Leslie  Masih,  14:14  2A/03/91  -0,  Re:  BT  questionnaire 


>From  <1 .masih0bespoke-channels . CO .uk>  Mon  Mar  24  14:41:24  1997 

Date:  Mon,  24  Mar  1997  14:14:57  -0800 

From:  Leslie  Masih  <1 .masih0bespoke-channels . co . uk> 

Organization:  Bespoke  Channels  Limited 
To:  Chris  Harris  <charris0input . co . uk> 

Subject:  Re:  BT  questionnaire 

References : <2.2.32.19970324134613. OO6b48fc0mail . input . co . uk> 

Dear  Chris, 

Prepared  to  clean  this  database  maintaining  only  2 contact  names  - 
but  can't  really  do 

the  address.  There  will  be  no  charge  for  this  stage.. 

However,  will  need  to  revise  completion  date  to  12th  April. 

Regards 

Leslie 

Tel:  +44  (0) 161  876  7829 
Fax:  +44  (0)161  877  1137 
http : / /www.bespoke-channels . co . uk/nbd 


Printed  for  Chris  Harris  <charris0 input . co . uk> 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date:  29.4.97 

Confidential: 

Y / N 

TO: 

Name:  Mr  Peter  Moldram 

Urgent: 

Y / N 

Tel.  No: 

Company:  BT 

Page: 

1 of  7 

Fax  No:  0139467  3723 

File: 

Chron 

FROM:  Chris  Harris  Contact 

SUBJECT:  European  Bl  figures,  1996-2001  Other 


Dear  Peter 

Further  to  your  call  today,  please  find  enclosed  extracts  from  the  business  integration  spreadsheet  you 
were  inquiring  about.  In  practice,  for  question  12,  the  number  of  usable  responses  was  quite  low'  - too 
low  to  publish.  Additionally,  they  do  not  support  your  case!  In  any  event,  I believe  that  you  can 
discount  them  on  the  basis  that  the  sample  size  is  too  small  and  the  way  the  question  was  phrased  did 
not  imply  a radical  change  to  the  mode  of  delivery'. 

Re:  question  1 1,  for  your  reference,  we  rate  any  score  over  3.5  as  being  positive  response.  On  this 
basis.  Finance  and  accounting  score  quite  highly  in  all  three  eountries,  as  does  admin  and  support.  IT 
infrastnicture  scores  highly  in  the  UK  and  France.  ‘Other’  for  the  UK  refers  to  HRM,  defence,  shop 
floor  and  ‘various’. 


Please  do  not  hesitate  to  call  if  you  have  any  further  queries. 


Regards 


Chris  Harris 

Principal  Consultant  for  Custom  Research 
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to  what  extrent  is  your  IT  spend  directed  towards  the  following  business  functions? 

where  1 = 

not  at  all  and  5=  very  strongly 

I I I I 

sample  size  range  from  22  to  26,  5 refused/unable  to  answer 
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where  1=  not  at  all,  5=  very  strongly 
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these  business  process  do  you  most  need  implementation  or  integration  assistance,  with  both 

presently  and  planned  projects 

where  1= 

not  at  all  and  5=  very  strongly 

^ ^ ^ 

sample  size  range  from  5 to  10,  remainder  refused/unable  to  answer  (too  small  to  publish) 
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to  what  extrent  is  your  IT  spend  directed  towards  the  following  business  functions? 
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Which  of  these  business  process  do  you  most  need  implementation  or  integration  assistance,  with  both  presently  and  planned  projects 
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sample  size  range  from  5 to  11,  remainder  refused/unable  to  answer  (too  small  to  publish) 
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to  what  extrent  is  your  IT  spend  directed  towards  the  following  business  functions? 
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not  at  all  and  5=  very  strongly 
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Which  of  these  business  process  do  you  most  need  implementation  or  integration  assistance,  with  both  presently  and  planned  projects 

where  1 = 

not  at  all  and  5=  very  strongly 
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sample  size  range  from  4 to  1 1 , remainder  refused/unable  to  answer  (too  small  to  publish) 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel:  +44(0)1753  530  444 

Fax:  +44  (0)  1753  577  311 


FAX  TRANSMITTAL 

Date: 

28/4/97 

Confidential;  Y / N 

TO: 

Name: 

Peter  Moldram 

Urgent:  Y / N 

Tel.  No: 

Company: 

BT  Business  Solutions 

Page:  1 of  f 

Fax  No: 

01394  673  723 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

SIC  Codes 

Other 

Dear  Peter 

Please  find  attached  INPUT'S  industn>’  sector  definitions  in  relation  to  Standard  SIC  codes.  Given  that 
these  are  also  used  in  the  States,  they  have  broad  applicabilit\’.  1 hope  this  was  what  voii  were  looking 
for! 

Regards 
Chris  Harris 


BTfax28,4.97  5/96 
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database  access,  file  storage  and  backup,  remote  communications,  and 
peripheral  support.  These  products  usually  cost  from  $5,000  to  Sl5,00flff 

Departmental  Servers  - These  are  generally  minicomputers  or  midsized 
computers  priced  from  $5,000  to  $350,000.  Many  client/server  comput^ 
are  in  this  category. 

Enterprise  Servers  - Traditional  mainframe  and  supercomputers  costin|,j; 
more  than  $350,000.  ^ 

m 

Client/server  computing  - Client/server  is  an  architecture  that  assembly 
applications  software  and  databases,  systems  software,  and  computer  ^ 
and  networking  equipment  into  a usable  form  for  the  purpose  of  || 
leveraging  information  technolog}’  investments.  Broadly  defined,  it  ca^ 
include  any  kind  of  server,  such  as  file  servers  and  network  servers,  thi| 
are  accessed  by  any  kind  of  client,  including  a nonintelligent  terminal 
INPUT  has  elected  to  use  the  narrower  and  newer  definition,  by  whicli^ 
application  and  data  processing  is  shared  between  a client  and  a ser\’e| 

It  is  through  the  act  of  sharing  that  the  greatest  benefit  is  derived  in  4 
terms  of  leveraging  information  technolog}’  investments.  It  is  also  the^ 
cause  of  the  greatest  change  for  vendors  and  users.  As  noted  above. 
using  client/server  terminolog}’,  computers  can  be  segmented  into  thre^ 
broad  categories — enterprise  servers,  departmental  servers  and  client*^ 
I’oughly  corresponding  to  the  platform  categories;  mainframes, 
minicomputers  and  workstation/PCs. 


Sector  Definitions 


1.  Industry  Sector  Definitions 

INPUT  structures  the  information  services  market  into  industry  sectors 
as  process  manufacturing,  insurance,  transportation,  etc.  The  definitio 
these  sectors  are  based  on  the  most  recent  revision  of  the  Standard 
Industrial  Classification  (SIC)  code  system.  The  specific  industries  (and^ 
their  SIC  codes)  included  under  these  industry  sectors  are  detailed  in 
10. 

INPUT  includes  aU  product/service  categories  except  systems  software  ; 
products  and  equipment  services  in  industry  market  sectors. 

Note:  SIC  code  88  is  Personal  Households.  INPUT  does  not  currently 
analvze  or  forecast  information  services  in  this  market  sector. 
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Exhibit  10 


Industry  Sector  Definitions 


Industry  Sector 

SIC 

Code 

Description 

Discrete  Manufacturing 

23xx 

Apparel  and  other  finished  products 

25xx 

Furniture  and  fixtures 

27xx 

Printing,  publishing,  and  allied  industries 

31 XX 

Leather  and  leather  products 

34xx 

Fabricated  metal  products,  except  machinery 
and  transportation  equipment 

35xx 

industrial  and  commercial  machinery  and 
computer  equipment 

36xx 

Electronic  and  other  electrical  equipment  and 
components,  except  computer  equipment 

37xx 

Transportation  equipment 

38xx 

Instruments;  photo/med/optical  goods; 
watches/clocks 

39xx 

Miscellaneous  manufacturing  industry 

Process  Manufacturing 

lOxx 

Metal  mining 

12xx 

Coal  mining 

13xx 

Oil  and  gas  extraction 

14xx 

Mining/quarrying  nonmetallic  minerals 

20xx 

Food  and  kindred  products 

21 XX 

Tobacco  products 

22xx 

Textile  mill  products 

24xx 

Lumber  and  wood  products,  except  furniture 

26xx 

Paper  and  allied  products 

28xx 

Chemicals  and  allied  products 

29xx 

Petroleum  refining  and  related  industries 

30xx 

Rubber  and  miscellaneous  plastic  products 

32xx 

Stone,  clay,  glass  and  concrete 

33xx 

Primary  metal  industries 

Transportation  Services 

40xx 

Railroad  transport 

41xx 

Public  transit/transport 

42xx 

Motor  freight  transport/warehousing 

43xx 

U.S.  Postal  Service 

44xx 

Water  transportation 

45xx 

Air  transportation  (including  airline  reservation 
services  in  4512) 

46xx 

Pipelines,  except  natural  gas 

47xx 

Transportation  services  (including  472x, 
arrangement  of  passenger  transportation) 

Source:  INPUT 
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Exhibit  10  (continued) 


Industry  Sector  Definitions 


Industry  Sector 

SIC 

Code 

Description 

T elecommunications 

48xx 

Communications 

Utilities 

49xx 

Electric,  gas  and  sanitary  services  ^ 

Retail  Trade 

52xx 

Building  materials  ^ 

53xx 

General  merchandise  stores  ^ 

54xx 

Food  stores  ® 

55xx 

Automotive  dealers,  gas  stations  S 

56xx 

Apparel  and  accessory  stores  ^ 

57xx 

Home  furniture,  furnishings  and  accessory]® 
stores  M 

58xx 

Eating  and  drinking  places  S 

59xx 

Miscellaneous  retail  3 

Wholesale  Trade 

50xx 

Wholesale  trade  - durable  goods  » 

51 XX 

Wholesale  trade  - nondurable  goods  ^ 

Banking  and  Finance 

60xx 

Depository  institutions 

61 XX 

Nondepository  credit  institutions 

62xx 

Security  and  commodity  brokers,  dealers, 
exchanges  and  services 

67xx 

Holding  and  other  investment  offices 

Insurance 

63xx 

Insurance  carriers 

64xx 

Insurance  agents,  brokers  and  services 

Health  Services 

80xx 

Health  services 

Education 

82xx 

Educational  services 

Source: 
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Exhibit  10  (continued) 


Industry  Sector  Definitions 


Industry  Sector 

SIC 

Code 

Description 

Business  Services 

65xx 

Real  estate 

70xx 

Hotels,  rooming  houses,  camps,  and  other 
lodging  places 

72xx 

Personal  services 

73xx 

7389 

Business  services  (except  hotel 
reservation  services  in  7389) 
Hotel  reservation  services 

75xx 

Automotive  repair,  services  and  parking 

76xx 

Miscellaneous  repair  services 

78xx 

Motion  pictures 

79xx 

Amuserment  and  recreation  services 

81xx 

Legal  services 

83xx 

Social  services 

84xx 

86xx 

Museums,  art  galleries,  and 
botanical/zoological  gardens 
Membership  organizations 

87xx 

Engineering,  accounting,  research. 

89xx 

management,  and  related  services 
Miscellaneous  services 

Federal  Government 

9 XXX 

State  and  Local 
Government 

9xxx 

Miscellaneous 

Industries 

Olxx 

02xx 

Agricultural  production  - crops 
Agricultural  production  - livestock/animals 

07xx 

Agricultural  services 

08xx 

Forestry 

09xx 

Fishing,  hunting  and  trapping 

15xx 

Building  construction  - general  contractors, 
operative  builders 

16xx 

Heavy  construction  - contractors 

17xx 

Construction  - special  trade  contractors 

Source:  INPUT 


. > 


© 1996  by  INPUT  Reproduction  Prohibited. 


25 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel:  +44(0)1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 


Date: 

17.4.97 

Confidential  Y / N 

TO: 

Name: 

Mr  Rob  Bolton 

Urgent:  Y / N 

Tel.  No: 

Company: 

BT 

Page:  1 of  ^ 

Fax  No: 

01394673723 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

Hardware  Figures 

Other 

Dear  Rob 

Please  find  enclose  our  hardware  forecasts  as  discussed  earlier.  I have  also  included  some  growth 
forecasts  for  subsectors  of  the  Inet  services  market. 

Yours  sincerely 


Chris  Harris 

Principal  Consultant  for  Custom  Research 


BT13/3/97Page  1 of  1 
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INPUT  Analysis  of  Installed  Base  of  Main  Hardware  Elements 


PCs  and  NCs  Installed  Base  Worldwide 

N.B.  Home  NCs  are  not  included  here. 

PC  shipments,  worldwide,  taking  into  account  corporate  NCs. 

1996  32,100,000 

1997  33,705,000 

1998  35,390,000 

1999  37,160,000 

2000  38,646,000 

2001  40,192,000 

Corporate  NC  shipments,  worldwide. 

1996  750,000 

1997  2,763,000 

1998  10,684,000 

1999  17,772,000 

2000  32,544,000 

2001  45,562,000 

The  growlh  in  Corporate  NC  numbers  is  based  on  the  premise  that:- 

• NCs  will  replace  desktop  PCs  and  X terminals  more  than  portable  PCs:  mobile  NC  users 

require  bandwidth,  which  is  currently  in  short  supply;  desktop  users  do  not  have  bandwidth  shortage  problems. 

• Hence  in  2000,  15%  of  PC  shipments  will  be  cannibalised  by  NCs. 

• The  remaining  growth  in  the  NC  market  will  be  organic,  i.e.  pro\  ision  of  devices  to  employees  who  currently  have 
no  device. 

To  summarise,  we  believe  that  PC  replacement  is  not  the  main  market  for  NCs  (ref  15%  figure). 


European  server  market: 


Installed  base  of  NT  advanced  server  - Europe  1996-2001 

1996  200,000 

1997  402,000 

1998  698,000 

1999  934,000 

2000  1,265,000 

2001  1,546,000 


From  a small  base,  this  rapid  growlh  is  attributable  to  the  following; 

• The  relatively  low  maintenance  costs  associated  with  Windows  NT  ser\ers 

• NT’s  ability  to  support  the  TCP/IP  protocol  natively,  making  it  an  ideal  Web  serv^er  operating  system 

• NTs  increasing  scalability 


Installed  base  of  UNIX  as  a Multi-user  operating  system  - Europe  1996-2001 


1996  1,176,000 

1997  1,341,000 

1998  1,563,000 

1999  1,707,000 

2000  1,823,000 

2001  1,972,000 


By  2001,  although  UNIX  will  continue  to  flourish,  it  will  lose  a significant  amount  of  market  share  at  the  low  end 
enterprise  level  and  at  the  mid-range  level  to  the  Windows  NT  server. 
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$millions 

1996 

2000  CAGR 

Germany: 

Net  access 

52.9 

347.0 

60% 

Web  presence 

14.0 

183.0 

90% 

SI 

19.0 

532.0 

130% 

Enablement 

3.6 

265.0 

193% 

Europe: 

Net  access 

202.0 

1430.9 

63% 

Web  presence 

53.5 

754.6 

94% 

SI 

72.5 

2193.8 

135% 

Enablement 

13.7 

1092.8 

199% 

UK 

Net  access 

50.9 

291.5 

55% 

Web  presence 

13.5 

153.7 

84% 

SI 

18.3 

446.9 

122% 

Enablement 

3.5 

222.6 

183% 

France 

Net  access 

33.3 

291.5 

72% 

Web  presence 

8.8 

153.7 

104% 

SI 

12.0 

446.9 

147% 

Enablement 

2.3 

222.6 

215% 

Sweden 

Net  access 

11.8 

69.4 

56% 

Web  presence 

3.1 

36.6 

85% 

SI 

4.2 

106.4 

124% 

Enablement 

0.8 

53.0 

1 85% 

Netherlands 

Net  access 

11.8 

69.4 

56% 

Web  presence 

3.1 

36.6 

85% 

SI 

4.2 

106.4 

124% 

Enablement 

0.8 

53.0 

185% 
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FranceSME 


France 

ATTRACTIVE  PROPOSITION  - MANAGED 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire  SL1  1DZ 
Tel.  -h 44  (0)  1753  530444 
Fax. -r  44  (0)  1753  577311 
e-mail,  info@input.co.uk 

Anzani  House 
PP312B 
Trinity  Avenue 
Felixstowe 
Suffolk  IP  11  8XB 

2 April  1997 


Dear  Rob 


Tao  Project  - List  of  Customer  Services  Directors 

Please  find  enclosed  a list  of  400  customer  service  directors  pertaining  to  the  banking  and  finance,  hospital  and 
utilities  sectors. 

-A.S  discussed  yesterday,  we  have  also  requested  Corpdata  to  supply  a fiirther  600  contact  names  from  the 
transportation  sector.  This  will  be  split  between  200  IT  directors.  200  finance  directors  and  200  Customer 
iervices/marketing  directors.  This  infonnation  has  been  promised  for  receipt  by  INPUT  on  Monday.  7“^  April. 

The  cost  of  providing  these  names  will  be  £400  including  a discount  offered  to  INPUT.  An  invoice  for  this  material 
has  been  issued  by  INPUT  to  Steve  Holt. 


Yours  sincerely 


Chris  Harris 


U ij 

Pnncipal  Analyst  for  Custom  Research 
CC  Mr  Steve  Holt 


INPUT  LTD. 

Registered  in  England  No.;  1470416. 
Regtstered  Office:  Rolls  House, 

7 Roils  Building.  Fetter  Lane 
London  EC4A  1NH. 

VAT  Registration  No.;  G0  340  3422  04 


FRANKFURT 
LONDON 
NEW  YORK 
PARIS 
SAN  FRANCISCO 
TOKYO 
WASHINGTON  D.C. 


INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax:  +44(0)  1753  577  311 


FAX  TRANSMITTAL 

Date: 

01/04/97 

Confidential:(5^ 

TO: 

Name: 

David  Simpkins 

Urgent: 

Tel.  No: 

Company: 

BT  Business  Solutions 

Page:  1 

Fax  No: 

bll  7Z5 

File: 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

FEEDBACK  FROM  UK  SME  SURVEY 

Other 

Dear  David, 


As  promised,  some  feedback  on  the  UK  SME  survey,  which  includes  information  supplied  by  57 
respondents.  As  you  can  see,  the  results  on  critical  questions  are  not  at  all  favourable  to  the  proposition. 
In  the  column  at  the  side  of  each  chart,  I have  also  indicated  the  responses  of  those  companies  where  the 
number  of  employees  exceeds  50  - the  responses  here  are  not  appreciably  different.  Feel  free  to  give  me  a 
call  later  in  the  day  when  I will  have  more  complete  information. 

Regards 


Chris  Harris 

Principal  Analyst  for  Custom  Research 


BTfax  1.4.97  5/96 
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Chris  Harris 

Principal  Analyst  for  Custom  Research 

INPUT 

charris@input.co.uk 

http://www.input.com/ 


• Sizing  the  iS  Market 

* Key  business  drivers 
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Professional  Services 
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A/,8,  these  figures  do  not  include  SAP  outsourcing  for  Germany  and  the  UK 
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• B & F:  IT  becomes  the  process 

• Telecoms:  Customer  Service  focus 

• Logistics:  Supply  chain  last  area  of  major 

productivity  improvement 

• Bus.  Services:  Shift  to  value  adding 

• Government:  Migration  to  electronic  delivery 


• Insurance:  Mature  markets,  lack  of  dynamism 

• Discrete  Manufacturing:  Mature  markets,  some 

in  retreat 

• Defence:  Paradoxically,  selective  opportunities 

• Education:  Fierce  cost  cutting,commoditisation 

• Construction,  primary  industry:  Not  in  the 

information  age 
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• Need  to  integ rate  Vs/ands  of  Communication’ 

• Service  and  Time  based  competition 
Globalised  markets 

• Single  European  Currency  Implementation 

• Year  2000  Issue 
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Information 
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Accountants, 
•Financial  analysts, 

•Marketing, 
technical  authors 

•HRM  managers, 
production  mgrs, 
sales  directors 

•Purchasing, 
shop  floor  staff, 
sales  managers 
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ADVICE  For  IT  provision  to  large  Co.s  : 

• The  marketplace  is  very  crowded,  so 
Partner,  don’t  reinvent  the  wheel! 

• Consider  branding  around  an  existing 
ERPsystem 

• Virgin’  territory  - Web  hosting,  business 
continuity 


* E-commerce  / security/  Web-enabled  data 
bases  - all  critical  technologies 


ADVICE  For  IT  provision  to  smaller  Co.s  : 


*Aquire  a leading  datacoms  player, e.g. 

Mage,  Spider  as  an  entre  into  SME  market 

•A  MUST : Market  test  attractiveness  of  Off 

the  peg  hardware/software  packages  a la  3Com, 

•BE  FOCUSED  in  market  research  objectives 

•Tie  in  market  research  to  your  pilot  projects 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)  1753  530  444 

Fax:  +44(0)  1753  577  311 


Date; 

TO:  Name: 

Tel.  No: 
Company; 
Fax  No: 


FROM: 

SUBJECT: 


FAX  TRANSMITTAL 

8.4.97 
Rob  Bolton 


01394  673723 


Chris  Harris 

Feedback  from  UK  SME  study  - 
CONVERTED  SMALL  COMPANIES 


Confidential:  Y / N 
Urgent:  Y / N 

Page:  1 of  4 

File: 

Chron 

Contact 

Other 


Dear  Rob 

Please  find  enclosed  further  analysis  of  ‘converted  small  companies’.  Be  aware  that  this  is  a very  small 
sample  size  of  only  9 companies. 

Regards 
Chris  Harris 
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INTERESTED  IN  INVOICE  PRODUCTION? 
converted  small  co.s 


INTERESTED  IN  BILL  COLLECTION? 
converted  small  co.s 
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INTERESTED  IN  INVOICE  PRODUCTION? 
converted  small  co.s 


INTERESTED  IN  DEBT  COLLECTION? 
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Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44(0)1753  530  444 

Fax;  +44(0)  1753  577  311 


FAX  TRANSMITTAL 

Date:  8.4.97 

TO;  Name:  Rob  Bolton 

Tel.  No: 

Company; 

Fax  No:  01394  673723 


FROM:  Chris  Harris 

SUBJECT:  Feedback  from  UK  SME  study 


Confidential;  Y / N 
Urgent:  Y / N 

Page:  1 of  5 

File: 

Chron 

Contact 

Other 


Dear  Rob 

Please  find  enclosed  analysis  of  some  of  the  kej’  questions. 

The  first  bar  chart  relates  to  the  question  “ on  a scale  of  1 to  6 where  1 denotes  would  strongly  consider 
and  6 denotes  extremely  unlikely  to  consider,  could  you  tell  me  whether  you  think  this  would  be  an 
attractive  proposition  for  a company  such  as  yours”. 

The  second  bar  chart  relates  to  the  question  “ if  such  a package  of  software  and  hardware  products  were 
available  to  operate  yourselves  (rather  than  managed/downloaded  by  a third  party)”. . . on  a scale  of  1 to  6 
where  1 denotes  would  strongly  consider  and  6 denotes  extremely  unlikely  to  consider. 

The  third  (pye)  chart  relates  to  the  question  : “are  you  interested  to  be  kept  informed  by  BT  about 
developments”  ...yes/no. 
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In  terms  of  the  marketing  subsegments  you  asked  us  to  consider,  of  the  75  companies  in  the  UK  sample, 

• 10  were  uninterested  (i.e.  did  not  own  any  PCs)  and  from  companies  with  1-10  employees 

we  have  called  these  ‘uninterested’ 

• 0 were  uninterested  (i.e.  did  not  own  any  PCs)  and  from  companies  with  11-100  employees 

• 30  were  non-believers  in  networking  and  from  companies  with  1-10  employees 
we  have  called  these  ‘non-believer/micros’ 

• 0 were  non-believers  in  networking  and  from  companies  with  11-100  employees 

• 26  were  networked  and  from  companies  with  1-10  employees 
we  have  called  these  ‘converted/micros’ 

• 9 were  networked  and  from  companies  with  11-100  employees 
we  have  called  these  ‘converted/smaller  co.s’ 

• 0 of  the  sample  were  companies  with  more  than  1 00  employees. 


You  will  be  pleased  to  know  that  the  results  of  the  SME  study  undertaken  in  France  Germany  Sweden  and 
the  Netherlands  are  much  more  positive.  T\'pically  these  companies  are  of  the  order  of  70  - 300  employees. 

Regards 

Chris  Harris 
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• From  preliminary  data,  Sweden  and  Germany 
look  the  most  attractive  markets,  France  the  least 

• Swedish  SMEs  prefered  the  managed  bundle, 
whilst  the  other  countries  prefered  self  managed 

• There  does  not  appear  to  be  one  hot  application, 
but  billing  and  bill  collection  features  as  a desirable 

• Perceptons  of  BT  were  mixed:  some  thought  IT  outside 
of  core  competencies 
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Research  Proposal  to  support  the  TAO  Proposition 


1.0  Background 

BT  requires  two  distinct  Bespoke  Research  Projects  to  be  undertaken. 

The  propositions  represent  a multi-million  pound  investment  for  BT  due  to  high  growth  prospects. 
The  propositions  may  represent  the  flagship  products  for  BT  in  the  commercial  sector. 


2.0  Market  Research  requirements 

Further  to  meetings  which  have  taken  place  between  INPUT  and  BT  on  06.03.97  and  10.03.97, 
INPUT  has  been  requested  to  provide  market  research  which  addresses  market  perceptions  of  the 
following: 

2.1  Proposition  One  - Larger  companies 

Core  proposition:  cost  savings  will  be  derived  from  BT  handling  customers’  IT  ser\  ice  requirements. 
This  would  be  achieved  by  outsourcing  some  or  all  of  the  customers’  IT  needs  to  BT,  through  a Java 
front-ended  system  connected  via  a network  to  remote  servers  and  interfacing  with  relational 
databases  and  heavy  duty  back-end  system.  BT’s  own  in-house  e.xperience  of  handling  disparate  and 
complex  legacy  systems  would  be  leveraged  for  application  to  customers’  needs.  BT  would  limit  the 
risk  associated  with  assimilating  these  legac>'  sy  stems  by  imposing  contractual  terms  at  the  outset. 

Cost  savings  would  be  achieved  by: 

1.  Eliminating  the  need  for  users  to  undertake  software  support,  for  example  installing  upgrades  and 
patches 

2.  Reducing  the  need  for  on-site  maintenance,  as  many  key  hardware  elements  would  be  held  off-site 
byBT 

3.  Offering  the  facility  of  a BT  developed  customer  call  centre,  which  has  been  show  n in  pilot  tests  to 
offer  leading  edge  performance  in  tenns  of  (1)  enhanced  customer  satisfaction  levels  and  (2) 
reductions  in  staff  service  costs 

4.  Optimising  the  balance  between  serv  ers  held  on-site  and  those  held  off  site,  so  as  to  minimise  the 
cost  to  the  customer  of  using  BT’s  network  infrastructure. 

The  proposition  would  be  presented  not  only  as  a cost  saving  exercise,  but  also  as  the  provision  of  a 
set  of  integrated  business  solutions.  For  this  reason,  this  proposition  will  be  targeted  at  specific 
vertical  markets  (see  section  3.1). 

The  target  audience  for  this  market  would  be  companies  with: 

1.  Turnover  of  between  £5m  and  £100m  p.a. 

2.  Staff  numbers  of  betw  een  100  to  600  employees 

3.  An  installed  base  of  computer  appliances  (or  telephone  lines)  of  between  50  to  600. 

2.2  Proposition  Two  - SMEs 

Core  proposition:  BT  would  provide  a bundle  of  IT  services  including  supporting  infrastructure 
(LANS,  hubs,  routers  etc.  )which  would  be  maintained  and  supported  by  BT  as  part  of  the  package. 
The  focus  would  be  in  providing  horizontal  Internet/  intranet  business  solutions  including: 
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1.  A factoring  service  handled  remotely  by  BT  and  interfacing  with  the  customers’  financial  data 

2.  A taxation  self  -assessment  service  handled  remotely  by  BT  or  a venture  partner 

3.  A bundle  of  office  productivity  solutions  downloaded  in  the  form  of  applets,  typically  addressing 
the  following  horizontals:  accounting  and  finance,  payroll,  purchase  ordering,  text  and  image 
production  and  editing 

4.  Auxiliary  services  aligned  with  Intemet/intranet  usage,  including  e-mail,  voice  mail,  access  to 
BTNet,  data  back-up  facilities,  access  to  on-line  bank  records  and  a Webhosting  service. 

This  proposition  is  based  on  the  premise  that  these  offerings  provide  increased  benefits  to  customers 
rather  than  strict  cost  savings.  Market  research  would  test  whether  users  would  prefer  to  buy  or  lease 
IT  hardware  and  the  extent  to  which  BT  branding  is  important. 

The  target  audience  for  this  market  would  be  companies  with: 

1.  Turnover  of  typically  £5m  p.a. 

2.  Staff  numbers  of  between  10  to  100  employees 

INPUT  advises  that  the  SME  profile  should  not  filter  out  companies  with  a low  number  of  telephone 
lines/computer  appliances.  This  would  possibly  skew  the  data  and  preclude  a potentially  large 
market;  namely  those  companies  which  have  not  yet  invested  heavily  in  PCs.  but  which  may  be 
considering  purchasing  NCs.  It  would  be  the  intention  of  INPUT  to  record  the  level  of  computers 
held  per  staff  member  for  use  in  cross  tabbing  of  data. 


3.0  Research  Methodologies 

Given  that  large  customer  organisations  are  structured  differently  to  smaller  business  operations 
INPUT  proposes  to  respond  to  the  two  markets  differently.  Market  research  aimed  at  large 
organisations  would  be  targeted  at  IT  Managers  and/or  Finance  Directors,  whilst  questionnaires 
targeted  at  SME’s  would  typically  be  targeted  at  proprietors  and  Managing  Directors. 


3.1  Proposition  One  - Larger  Companies,  Verticals  Focus 

The  success  of  the  proposition  hinges  largely  on  users  perceiving  cost  savings.  INPUT  believes  that 
these  cannot  be  easily  or  convincingly  conveyed  through  a short  telephone  questionnaire,  given  that 
many  users  are  inlierently  sceptical  of  cost  savings  arguments  when  applied  to  new  IT  investment. 

An  alternative  approach  would  be  to  hold  a series  of  focus  groups.  However,  it  is  often  difficult  to 
attract  high  level  decision  makers  in  one  place  at  one  time.  For  this  reason,  INPUT  advocates  using  a 
conference  format,  ideally  hosted  with  other  presentations  to  give  the  event  greater  appeal. 

Using  this  format,  it  is  proposed  that: 

• A senior  staff  member  of  BT  outline  the  key  aspects  of  the  proposition  - infrastructure,  cost 
savings  (as  shown  by  pilot  studies),  benefits  and, 

• Attendees  are  then  asked  to  respond  to  key  questions  - by  written  questionnaire  (questions 
formulated  and  disseminated  by  INPUT) 

• The  event  would  be  an  opportunity  to  pre-market  the  proposition  to  a large  audience  at  one  time, 
providing  a large  quantity  of  data  relatively  quickly 

• Specific  leads  would  be  followed  up  aftenvards.  allowing  more  detailed  questions  to  be  pursued. 

BT  and  INPUT  have  agreed  that  Proposition  One  requires  a focus  on  key  verticals,  so  that  the 
business  case  can  be  more  hilly  substantiated. 

The  three  verticals  to  be  analysed  are  as  follows: 
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1.  The  banking  and  finance  sector 

2.  Police  forces 

3.  The  pharmaceuticals/health  sector 

Three  questionnaires  would  be  designed  by  INPUT  to  respond  to  specific  practical  issues  affecting 
each  of  these  markets.  It  is  intended  that  each  would  contain  a common  core  of  questions,  augmented 
by  specific  questions  relating  the  nature  of  the  respective  business  processes  applicable  to  each  sector. 
The  conference  format  noted  above  would  require  three  separate  sittings,  targeting  the  views  of  key 
decision  makers  in  each  group. 

Further  to  discussion  (TC/CH)  it  has  been  agreed  that  the  UK  will  be  used  as  the  primary  testing 
ground  for  this  research.  Appro.ximately  50  decision  makers  would  be  needed  for  each  of  the  verticals 
in  question  (150  in  total).  Given  that  outsourcing  to  BT  potentially  presents  a major  threat  to 
incumbent  IT  managers,  it  is  proposed  that  at  least  a portion  of  the  attendees  are  from  a non-IT 
background  - e.g.  Finance  Directors. 

In  order  to  test  the  proposition  in  countries  beyond  the  UK,  it  is  proposed  that  a separate  questionnaire 
is  designed  and  implemented  by  INPUT  in: 

• Germany 

• France 

• The  Netherlands 

• Sweden 

This  exercise  would  sample  (1)  the  level  of  market  need  for  the  proposition  in  each  of  these  countries, 
including  existing  provision,  electronic  or  otherwise  and  (2),  how  favourably  BT  (or  a partner)  would 
be  perceived  as  a potential  service  vendor. 

It  is  proposed  that  a total  of  30  interviews  are  undertaken  in  each  of  these  countries,  i.e.  10  interviews 
per  vertical  (120  interviews  in  all). 


3.2  Proposition  Two  -SMEs 

This  proposal  has  not  changed  from  the  original  submitted.  As  noted  above  in  section  2.2,  given  that 
the  proposition  has  a horizontal  focus,  the  same  questionnaire  may  be  used  for  all  interviews.  75 
telephone  interviews  per  country  will  be  undertaken  in  the  UK,  France.  Germany,  i.e.  225  in  total.  A 
further  50  telephone  interviews  per  countiv'  will  be  undertaken  in  the  Netherlands  and  Sweden  i.e.  100 
in  total.  All  questionnaires  will  be  translated  into  local  languages.  All  data  collected  from  interviews 
will  be  recorded  in  Excel  spreadsheet  format. 


4.0  Timescales 

If  fNPUT  is  instructed  to  commence  work  on  Monday  3'^'*  March  1997,  delivery  can  be  achieved  by 
May  1997.  This  is  a short  timescale  for  the  project  given  the  scope  of  research  and  there  are  no 
allowances  for  contingencies.  For  this  reason.  INPUT  will  endeavour  to  use  fast  tracking  research 
techniques  and  format  the  report  in  a succinct  sty  le. 

Proposition  One 

It  is  important  that  the  conference  format  proposed  in  Proposition  One  is  organised  as  soon  as  is 
practicable,  and  INPUT  assumes  that  BT  will  be  able  to  take  the  lead  in  organising  this  exercise.  The 
aim  should  be  to  choose  a date  no  later  than  09/04/97  for  the  conference,  so  as  to  leave  sufficient  time 
to  (a)  analyse  the  data  and  (b)  undertake  30  follow-up  interviews  in  the  UK.  Any  slippage  from  this 
target  is  likely  to  lead  to  a project  overrun.  It  will  probably  be  necessary  to  begin  Proposition  One 
telephone  interviews  in  France,  Germany,  The  Netherlands  and  Sweden  concurrently  or  possibly 
before  the  UK  presentation  has  taken  place. 
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Furthermore,  in  order  to  ensure  that  each  questionnaire  sufficiently  addresses  issues  pertinent 
to  the  business  processes  of  each  vertical,  it  is  assumed  that: 

• David  Copsy  will  provide  relevant  information  pertaining  to  the  retail  banking  sector  (based  on 
research  already  underway) 

• David  Simpkins  and  Rob  Bolton  will  provide  relevant  information  pertaining  to  the  Police  sector 
(based  on  BT’s  pilot  study  with  the  Metropolitan  Police) 

• Chris  Harris  and  David  Parnell  will  provide  relevant  infonnation  pertaining  to  the 
pharmaceutical/health  sector. 

This  information  (at  least  in  outline)  is  needed  by  no  later  than  20/03/97  so  that  it  may  be 
incorporated  into  questionnaire  design  to  be  undertaken  by  INPUT. 


5.0  Project  Schedule 


Activity 

Time  span 

Commencement  date 

Completion  date 

1. Initial  Analysis  including 
Proposition  Two  questionnaire 
design 

2 weeks 

03/03/97 

17/3/97 

2.Proposition  Two 
Telephone  Interviewing 
across  5 countries 

3 weeks 

18/03/97 

04/04/97 

3. Proposition  One 
Questionnaire  Design 
for  each  of  three  verticals 

1.5  weeks 

18/03/97 

27/03/97 

4.  Proposition  One 
Telephone  Interviewing 
across  4 countries 

3 weeks 

01/04/97 

14/04/97 

5.  Proposition  One 

UK  Conference 

+ *)!(%*♦*** + l)y  J^Y**^**’^****** 

6.  Proposition  One  subject  to  5.  and  anticipated  to  take  1.5  weeks 

UK  follow  up 


7.  Analysis  and  report  writing  3 weeks  14/4/97 


30/04/97 


Each  stage  represents  a clear  milestone.  It  is  proposed  that  the  following  percentage  payments  of  the 
total  fee  will  be  made  as  follows: 


Activity  1 - 
Activity  2 - 
Activity  3 - 
Activity  4 - 
Activity  5 - 
Activity  7 - 


20%  upon  completion 
20%  upon  completion 
10%  upon  completion 
20%  upon  completion 
10%  upon  completion 
20%  upon  completion 


Custom  Research  Proposal  Confidential 


5 


BT  Project  Tao 


13.03.97 


6.0  Other  Deliverables 

INPUT  has  agreed  to  supply  BT  with  a binder  of  approximately  15  competitor  profiles  derived  from 
its  Vendor  Analysis  Programme.  Companies  will  be  selected  specifically  for  their  strengths  in 
Enterprise  Resource  Planning  (ERP)  systems,  their  vertical  focus  and/or  their  software  applications 
expertise. 

In  order  to  assist  with  market  sizing,  fNPUT  has  also  agreed  to  supply  BT  with  a copy  of  the  Business 
Integration  Market  Forecast  Report,  1996-2001. 

Both  of  these  deliverables  will  be  supplied  within  the  contract  fee. 


7.0  Fees 

Proposition  One  - Larger  companies 

UK  conference 

BT  to  organise  set  up,  INPUT  to  attend  event,  undertake  questionnaire  design  and  analysis  of  data 


of  approx.  (50  returns  per  vertical  i.e.  150  in  total) 

6 man  days  of  consultant  input  @ £857  a day  £5,142 

Additional  telephone  based  questionnaires 

UK  follow  up  calls,  10  telephone  interviews  per  vertical  i.e.  (3x  10)  £1,000* 

*N.B.  it  is  assumed  that  Rob  Bolton  and  David  Simpkins  would  be  able  to  do  this  work, 
in  which  case  this  element  would  not  be  charged  to  BT 

France.  Germany:  10  telephone  interviews  per  vertical  i.e.  60  in  total  £3,100 

Netherlands.  Sweden:  10  telephone  interviews  per  vertical  i.e.  60  in  total  £3,300 

12  man  days  of  consultant  input**  @ £857  a day  £10,284 

(**for  proposition  one  questionnaire  designs,  iteration  and  analysis) 

N.B.  three  separate  questionnaires  are  needed  to  relate  to  the  three  verticals,  plus 
analysis  of  business  processes. 


Proposition  Two  - SMEs  (unchanged  from  previous  proposal) 


UK,  France,  Germany:  75  telephone  inteniews  per  country  i.e.  225  in  total  £12,000 

Netherlands,  Sweden:  50  telephone  interviews  per  country  i.e.  100  in  total  £6,000 

9 man  days  of  consultant  input  @ £857  a day  £7,7 13 

(proposition  two  questionnaire  design,  iteration  and  analysis) 

Report  Writing 

4 man  days  of  consultant  input  @ £857  a day  £6,856 

Total  £51,967 


(£50,967)* 


All  prices  e.xclusive  of  VAT. 

Expenses  are  not  likely  to  exceed  10%  of  the  contract  value. 
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6.0  Other  Deliverables 

INPUT  has  agreed  to  supply  BT  with  a binder  of  approximately  15  competitor  profiles  derived  from 
its  Vendor  Analysis  Programme.  Companies  will  be  selected  specifically  for  their  strengths  in 
Enterprise  Resource  Planning  (ERP)  systems,  their  vertical  focus  and/or  their  software  applications 
e.xpertise. 

In  order  to  assist  with  market  sizing,  INPUT  has  also  agreed  to  supply  BT  with  a copy  of  the  Business 
Integration  Market  Forecast  Report,  1996-2001. 

Both  of  these  deliverables  will  be  supplied  within  the  contract  fee. 


7.0  Fees 

Proposition  One  - Larger  companies 

UK  conference 

BT  to  organise  set  up,  INPUT  to  attend  event,  undertake  questionnaire  design  and  analysis  of  data 


of  approx.  (50  returns  per  vertical  i.e.  150  in  total) 

6 man  days  of  consultant  input  £5,142 

Additional  telephone  based  questionnaires 

UK  follow  up  calls,  10  telephone  interviews  per  vertical  i.e.  (3x  10)  £1,000* 

*N.B.  it  is  assumed  that  Rob  Bolton  and  David  Simpkins  would  be  able  to  do  this  work, 
in  which  case  this  element  would  not  be  charged  to  BT 

France,  Germany:  10  telephone  interviews  per  vertical  i.e.  60  in  total  £3,100 

Netherlands,  Sweden:  10  telephone  interviews  per  vertical  i.e.  60  in  total  £3,300 

12  man  days  of  consultant  input**  £10,284 

(**for  proposition  one  questionnaire  designs,  iteration  and  analysis) 

N.B.  three  separate  questionnaires  are  needed  to  relate  to  the  three  verticals,  plus 
analysis  of  business  processes. 


Proposition  Two  - SMEs  (unchanged  from  previous  proposal) 


UK,  France,  Germany:  75  telephone  interviews  per  country  i.e.  225  in  total  £12,000 

Netherlands,  Sweden:  50  telephone  interviews  per  country  i.e.  100  in  total  £6,000 

9 man  days  of  consultant  input  £7,713 

(proposition  two  questionnaire  design,  iteration  and  analysis) 

Report  Writing 

^ man  days  of  consultant  input  £6,856 

Total  £51,967 


(£50,967)* 


Alt  prices  exclusive  of  VAT. 

Expenses  are  not  likely  to  exceed  10%  of  the  contract  value. 
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8.0  Authorisation 

To  authorise  this  research  project  as  specified  above,  please  sign  and  return  a copy  ofhis  proposal  to 
INPUT,  Ltd.  at  Cornwall  House,  55-77  Slough  High  Street,  Slough,  Berks  SLl  IDZ,  Jnited 
Kingdom. 


Authorised  by: 


BT 


INPUT,  ltd. 


Signature 


Signature 


Name 


Name 


Title 


Title 


Date 


Date 
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Proposition  2 - Cross-Industry  SME  Business  Applications 

Telephone  Questionnaire  Draft) 

Introduction  / Pre-Qualification 

(Ask  for  the  Owner,  Proprietor,  Managing  Director,  Financial  Director) 

Good  morning/afternoon.  This  is . I am  calling  on  behalf  of  Input,  a major 

international  IT  consultancy.  We  are  currently  carrying  out  a strategic  study  for  a European 
household  name,  who  is  trying  to  understand  customer  needs  in  order  to  evaluate  the  potential 
demand  for  a possible  new  range  of  services  aimed  at  improving  business  efficiency  and  cost- 
effectiveness  in  small  and  medium-sized  companies.  I will  be  happy  to  share  with  you,  at  the  end  of 
the  interview,  the  identity  of  the  supplier. 

I would  stress  that  this  is  not  a sales  calls  or  a prospecting  exercise  - our  client  is  merely  trying  to 
understand  customer  needs.  However,  if  you  are  interested  in  being  kept  informed  about  possible 
developments,  we  would  be  happy  to  arrange  this. 

I would  like  to  ask  you  a few  questions  about  the  day-to-day  operations  of  your  company;  this 

should  not  take  longer  than minutes.  (If  respondent  too  busy,  make  appointment  to  call 

back  at  an  arranged  time). 

I should  like  to  start  by  clarifying  a few  details  about  the  company  and  your  role. 

Company/Respondent  Details 

Company  name:  

Location  (City  / Country):  

Line  of  business/sector:  ( list  broad  SIC  categories? ) 

Respondent’s  Job  Title:  

Department  / Division  


Telephone  no  (check  no  rung! ext.  correct) 


Number  of  employees 

(a)  at  location 

(bi  in  the  countrv 

1 - 5 

(if  not  available,  use  ranges  below) 

(S.Holt  checking  seg) 

6-  10 

6-  10 

11-20 

11-20 

21  -50 

21  -50 

51  - 100 

51  - 100 

101  -200 

101  - 200 

>200 

>200 

(If fewer  than  10  employees  at  location,  politely  terminate  interview) 
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1.0  Background 

BT  cequiies  two  distina  Bespoke  Research  Prc  jects  to  be  undertaken. 

The  propositions  represent  a multi-million  pound  investment  for  BT  due  to  high  growth  prospeos. 
The  propositions  may  represent  the  flagship  products  for  BT  in  the  commercial  sector. 


2.0  Market  Research  requirements 

Further  to  meetings  which  have  taken  place  between  INPUT  and  BT  on  06.03.97  and  10.03.97, 

INPUT  has  been  requested  to  provide  market  icscareh  which  addresses  market  perceptions  of  the 
following; 

2.1  Proposition  One  - Larger  companies 

Core  proposition;  cost  savings  will  be  derived  from  BT  handling  customers’  IT  service  requirements. 
This  would  be  achieved  by  outsourcing  some  c r all  of  the  customers’  IT  needs  to  BT,  through  a Java 
front-ended  system  conneaed  via  a network  to  remote  servers  and  interfacing  with  relational 
databases  and  heavy  duty  back-end  system.  BT’s  own  in-house  experience  of  handling  disparate  and 
complex  legacy  systems  would  be  leveraged  for  application  to  customers’  needs.  BT  would  limit  the 
risk  associatgrf  with  assimilating  these  legacy  itystems  by  imposing  contractual  terms  at  the  outset 
Cost  savings  would  be  achieved  by; 

1.  Eliminating  the  need  for  users  to  undertak:  software  support,  for  example  installing  upgrades  and 
patches 

2.  Reducing  the  need  for  on-site  maintenance , as  many  key  hardware  elements  would  be  held  off-site 
byBT 

3 . Offering  the  facility  of  a BT  developed  customer  call  centre,  which  has  been  shown  in  pilot  tests  to 
offer  leading  edge  performance  in  terms  ol'(l)  enhanced  customer  satisfaction  levels  and  (2) 
reductions  in  staff  service  costs 

4.  Optimising  the  balance  between  serveis  held  on-site  and  those  held  off  site,  so  as  to  minimise  the 
cost  to  the  customer  of  using  BT’s  network  infrastructure. 

The  proposition  would  be  presented  not  only  2is  a cost  saving  exercise,  but  also  as  the  provision  of  a 
set  of  integrated  business  solutions.  For  this  reason,  this  proposition  will  be  targeted  at  specific 
vettical  markets  (sec  section  3.1). 

The  target  audience  for  this  market  would  be  i»mpanies  with; 

1.  Turnover  of  between  £5m  and  £100m  p.a. 

2.  Staff  numbers  of  between  100  to  600  employees 

3.  An  installed  base  of  computer  appliances  (or  telephone  lines)  of  between  50  to  600. 

2.2  Proposition  Two  - SMEs 

Core  proposition;  BT  would  provide  a bundle  of  IT  services  including  supporting  infrastructure 
(LANS,  hubs,  routers  etc.  )wWch  would  be  nuiintained  and  supported  by  BT  as  part  of  the  package. 
The  focus  would  be  in  providing  horizontal  Internet/  intranet  business  solutions  including; 
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1.  A factoring  service  handled  rcniotely  by  BT  and  interfacing  with  the  customers*  financial  data 

2.  A taxation  self  ^assessment  service  handled  remotely  by  BT  or  a venture  partner 

3.  A bundle  of  ofBce  productivify  solutions  dcwnloaded  in  the  form  of  applets,  typically  addressing 
the  following  horizontals;  accounting  and  finance,  payroll,  purchase  ordering,  text  and  image 
production  and  editing 

4.  Auxiliary  services  aligned  with  Iniemet/intranet  usage,  including  e-mail,  voice  mail,  access  to 
BTNet,  data  back-up  &cilities,  access  to  on-line  bank  records  and  a Wdihosting  service. 

This  proposition  is  based  on  the  premise  that  these  offerings  provide  increased  benefits  to  customers 
rather  than  strict  cost  savings.  Market  research  would  test  whether  users  would  prefer  to  buy  or  lease 
IT  hardware  and  the  extent  to  which  BT  branding  is  important. 

The  target  audience  for  this  market  would  be  companies  with: 

1.  Turnover  of  typically  £5rap.a. 

2.  Staff  numbers  of  between  10  to  100  employ  ees 

INPUT  advises  that  the  SME  profile  shou/d  net  filter  out  companies  with  a low  number  of  lekrphone 
lines/computer  appliances.  This  would  possibly  skew  the  data  and  preclude  a potentially  large 
market;  namely  those  companies  which  have  iiot  yet  invested  heavily  in  PCs,  but  which  may  be 
considering  purchasing  NCs.  It  would  be  the  intention  of  INPUT  to  record  the  level  of  computers 
held  per  staflT  member  for  use  in  cross  tabbing  of  data. 


3.0  Research  Methodologies 


Given  that  large  customer  organisations  are  scuctured  differently  to  smaller  business  operations 
INPUT  proposes  to  respond  to  the  two  market::  differently.  Market  research  aimed  at  large 
organisations  would  be  targeted  at  IT  Managei's  and/or  Finance  Directors,  whilst  questionnaires 
targeted  at  SME’s  would  typically  be  targeted  at  proprietors  and  Managing  Directors. 


3.1  ProposHion  One  - Larger  Companies,  Verticals  Focus 

The  success  of  the  proposition  hinges  largely  (>n  users  perceiving  cost  savings.  INPUT  believes  that 
these  cannot  be  easily  or  convincingly  convey»l  through  a short  telephone  questionnaire,  given  tliat 
many  users  arc  inherently  sceptical  of  cost  savings  argumenu  when  applied  to  new  IT  investmeiu. 

An  alternative  approach  would  be  to  hold  a series  of  focus  groups.  However,  it  is  often  difficult  to 
attract  high  level  decision  makers  in  one  place  at  one  time.  For  this  reason,  INPUT  advocates  using  a 
conference  format,  ideally  hosted  with  other  presentations  to  give  the  event  greater  appeal. 

Using  this  formau  it  is  proposed  that; 

• A senior  staff  member  of  BT  outline  the  key  aspects  of  the  proposition  - infrastructure,  cost 
savings  (as  shown  by  pilot  studies),  benefits  and, 

• Attendees  are  then  asked  to  respond  to  key  questions  - by  written  questionnaire  (questions 
formulated  and  disseminated  by  INPUT) 

• The  event  would  be  an  opportunity  to  pre-market  the  proposition  to  a large  audience  at  one  rime, 
providing  a large  quantity  of  data  relatively  quickly 

• Specific  leads  would  be  followed  up  afterwirds.  allowing  more  detailed  questions  to  be  pursuccL 

BT  and  INPUT  have  agreed  that  Prtrposition  Cine  requires  a focus  on  key  verticals,  so  that  (he 
business  case  can  be  more  fully  substantiated. 

The  three  verticals  to  be  analysed  are  as  fallows: 
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1.  The  banking  and  rinancc  sector 

2.  Police  forces 

3.  The  phaimaceuticals/health  sector 

Three  questionnaires  would  be  designed  by  INPUT  to  respond  to  specific  practical  issues  affecting 
each  of  these  markets.  It  is  intended  that  each  would  contain  a conunon  core  of  questions,  augmented 
by  specific  questions  relating  the  nature  of  the  respective  business  processes  applicable  to  each  sector. 
TTie  conference  format  noted  above  would  require  three  separate  sittings,  targeting  the  views  of  key 
decision  makers  in  each  group. 

Further  to  discussion  (TC/CH)  it  has  been  agrt:ed  that  the  UK  will  be  used  as  the  primary  testing 
ground  for  this  research.  Approxiniately  SO  division  makers  would  be  needed  for  each  of  the  verticals 
in  question  (150  in  total).  Given  that  outsourcing  to  BT  potentially  presents  a major  threat  to 
incumbent  IT  managers,  it  is  proposed  that  at  least  a portion  of  the  attendees  are  from  a non-IT 
background  - e.g.  Finance  Directors. 

In  order  to  test  the  proposition  in  countries  beyond  the  UK,  it  is  proposed  that  a separate  questionnaire 
is  designed  and  implemented  by  INPUT  in; 

• Germany 

• France 

• The  Netherlands 

• Sweden 

This  exercise  would  sample  (1)  the  level  of  market  need  for  the  proposition  in  each  of  these  countries, 
including  existing  provision,  electronic  or  othrawise  and  (2),  how  favourably  BT  (or  a partner)  would 
be  perceived  as  a potential  service  vendor. 

It  is  proposed  that  a total  of  30  interviews  are  undertaken  in  each  of  these  countries,  i.e.  10  interviews 
per  vertical  (120  interviews  in  all). 


3.2  Proposition  Two  -SMEs 

This  proposal  has  not  changed  from  the  original  submitted.  As  noted  above  in  section  2.2.  given  that 
the  proposition  has  a horizontal  focus,  the  same  questionnaire  may  be  used  for  all  interviews.  75 
telephone  interviews  per  country  will  be  undertaken  in  the  UK,  France,  Germany,  i.e.  225  in  total.  A 
fiulher  50  telephone  interviews  per  country  will  be  undertaken  in  the  Netherlands  and  Sweden  i.e.  100 
in  total.  All  questionnaires  will  be  translated  into  local  languages.  All  data  collected  from  interviews 
will  be  recorded  in  Excel  spreadsheet  format. 


4.0  Timescales 

If  INPUT  is  instructed  to  commence  work  on  Jdonday  3"*  March  1997,  delivery  can  be  achieved  by  1“ 
May  1997.  This  is  a short  timescale  for  the  pn^jea  given  the  scope  of  research  and  there  are  no 
allowances  for  contingencies.  For  this  reason,  INPUT  will  endeavour  to  use  fast  tracking  research 
techniques  and  format  the  report  in  a succinct  nyle. 

Proposition  One 

It  is  important  that  the  conference  format  propased  in  Proposition  One  is  organised  as  soon  as  is 
practic^le,  and  INPUT  assumes  that  BT  will  l>e  able  to  take  the  lead  in  organising  this  exercise.  The 
aim  should  be  to  choose  a date  no  later  than  09/04/97  for  the  conference,  so  as  to  leave  sufDcieni  time 
to  (a)  analyse  the  data  and  (b)  undertake  30  follow-up  interviews  in  the  UK.  Any  slippage  from  this 
targrt  is  likely  to  lead  to  a project  overrun.  It  viill  probably  be  necessary  to  begin  Proposition  One 
telephone  interviews  in  France,  Germany,  The  Netherlands  and  Sweden  concurrently  or  possibly 
before  the  UK  presentation  has  taken  place. 
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Furthermore,  in  order  to  ensure  Ih^t  each  questionnaire  sufficiently  addresses  issues  pertinent 
to  the  business  processes  of  each  vertical,  it  is  assumed  that; 

• David  Copsy  will  provide  relevant  informition  pertaining  to  the  retail  banking  sector  (based  on 
research  already  underway) 

• David  Simpkins  and  Rob  Bolton  will  provide  relevant  information  pertaining  to  the  Police  sector 
(based  on  BT’s  pilot  study  with  the  Metroipolitan  Police) 

• Chris  Harris  and  David  Parnell  will  proviiic  relevant  inTormalion  pertaining  to  the 
pharmaceutical/health  sector. 

This  information  (at  least  in  outline)  is  needed  by  no  later  than  20/03/97  so  that  it  may  be 
incorporated  into  questionnaire  design  to  be  undertaken  by  INPUT. 


5.0  Project  Schedule 

Activity 

Time  span 

Commencement  date 

Completion  date 

1. Initial  Analysis  including 
Proposition  Two  questionnaire 
design 

2 weeks 

03/03/97 

17/3/97 

2.PFoposition  Two 

Telephone  Interviewing 
across  5 countries 

3 weeks 

18/03/97 

04/04/97 

3. Proposition  One 
Questionnaire  Design 
for  each  of  three  verticals 

1.5  weeks 

18/03/97 

27/03/97 

4.  Proposition  One 

Telephone  Interviewing 
across  4 countries 

3 weeks 

01/04/97 

14/04/97 

5.  Proposition  One  T^T 

UK  Conference 

***to  be  confirmed  by  BT************ 

6.  Proposition  (Dne 
UK  follow  up 

subjea  to  S. 

and  anticipated  lo  take  l.S  weeks 

7.  Analysis  and  report  writing 

3 weeks 

14/4/97 

30/04/97 

Each  stage  repiesenu  a dear  milestone.  It  is  proposed  that  the  following  percentage  payments  of  the 
total  fee  will  be  made  as  follows: 

Activity  1 > 20%  upon  completion 
Activity!  - 20% uponcafrtpletion 
Activity  3-  10%  upon  completion 
Activity  4 ~ 2Q%  upon  completion 
Activi^^  - 10%  upon  completion 
Activity  7 - 20%  upon  completion 
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6.0  Other  Deliverables 

INPUT  has  agreed  to  supply  BT  with  a binder  of  approxiinately  15  competitor  profiles  derived  fiom 
its  Vendor  Analysis  Programine.  Companies  will  be  selected  specifically  for  their  strengths  in 
Enterprise  Resource  Planning  (ERP)  systems,  their  vertical  focus  and/or  their  software  applications 
expertise. 

In  order  to  assist  with  market  sizing,  INPUT  las  also  agreed  to  supply  BT  with  a copy  of  the  Business 
Integration  Market  Forecast  Report,  1996-2001. 

Both  of  these  deliverables  will  be  supplied  within  the  contract  fee. 


7.0  Fees 


Proposition  One  - Larger  companies 


UK  conference 

BT  to  organise  set  up,  INPUT  to  attend  event,  undertake  questionnaire  design  and  analysis  of  data 
of  approx.  (50  returns  per  vertical  i.e.  130  in  total) 

6 man  days  of  consultant  input  £5,142 


Additional  telephone  based  questionnaires 

UK  follow  up  calls,  10  telqthone  interviews  psr  vertical  i.e.  (3x  10) 

•N.B.  it  is  assumed  that  Rob  Bolton  and  Davil  Simpkins  would  be  able  to  do  this  work, 
in  which  case  this  element  would  not  be  charjed  to  BT 


£1,000* 


France,  Germany;  10  telephone  interviews  per  vertical  i.e.  60  in  total 
Netherlands,  Sweden.TO  telephone  interviews  per  vertical  i.e.  60  in  total 


£3,100 

£3,300 


12  man  days  of  consultant  input** 

(••for  proposition  one  questionnaire  designs,  iteration  and  analysis) 

N.B.  three  separate  questionnaires  are  needed  to  relate  to  the  three  verticals,  plus 
analysis  of  business  processes. 


Proposition  Two  - SMEs  (unchanged  from  previous  proposaO 

UK,  France,  Germany;  73  telephone  interviews  per  countiy  i.e.  225  in  total 
Netherlands.  Sweden;  50  telephone  interview!;  per  countiy  i.e.  100  in  total 

9 man  days  of  consultant  input 

(proposition  two  questionnaire  design,  iteraticn  and  analysis) 

Report  Writing 

B)/(  man  days  of  consultant  input 
Total 


£12,000 

£6,000 

£7,713 


£6,856 

£51,967 

(£50,967)* 


All  prices  exclusive  of  VAT. 

Expenses  are  not  likely  to  exceed  10%  of  the  (»niraa  value. 
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Approx,  annual  turnover: 


(if  not  available,  use  range  below) 

less  than  £1,000,000  

£1,000,001  -£5,000,000  

£5,000,001  -£10,000,000  

£10,000,001  - £15,000,000  (Steve  providing  bands) 

£ 1 5,000,00 1 - £20,000,000  

£20,000,001  -£50,000,000  

£50,000,001  -£100,000,000  

more  than  £100,000,000  

(If  turnover  less  than  £1,000,000  or  greater  than  £50,000,000,  politely  terminate  interview) 


IT  Infrastructure 

1 would  next  like  to  ask  a few  basic  questions  about  your  current  IT  infrastructure. 


Number  of  PC’s 


(a)  at  location  (b)  in  the  country  

(if  not  available,  use  ranges  below  & try  to  avoid  D/K) 


1 - 5 
6-  10 
11-  20 
21  - 50 
51  - 100 
101  -200 
>200 
D/K 


6-  10 
11-20 
21  - 50 
51  - 100 
101  -200 
>200 
D/K 


Are  the  PC’s  interconnected  networked?  Yes  / No  / DK 

If  Yes,  how  many?:  or  % (if  number  not  available,  obtain  estimated  %) 

If  Yes,  is  this  via  a LAN  (Local  Area  Network)?  Yes  / No  / DK 

If  Yes,  is  this  via  an  Intranet?  Yes  / No  / DK 

Are  any  PCs  or  the  network  linked  to  the  Internet?  Yes/No/DK 

If  Yes,  how  many?:  or  % (if  number,  not  available,  obtain  estimated  %) 

Do  you  have  a central  computer,  ie.  centralised  data  processing?  Yes  / No  / DK 

Do  you  have  an  internal  dedicated  IT  or  Data  Processing  department?  Yes  / No  / DK 

Do  you  use  any  external  computer  bureau  or  remote  data  processing  services  Yes  / No  / DK 

What  is  the  approximate  annual  budget  for  PCs,  workstations,  associated  maintenance  and  software? 
(try  to  obtain  estimate) : 

less  than  £5,000  

£5,001 -£10,000  

£10,  001  - £25,000  

£25,  001  - £50,000  

£50,  001  - £100,000  (S. Holt  obtaining) 

£100,  001  - £250,000  

£250,  001  - £5000,000  

£500,  00 1 - £ 1 ,000,000  

more  than  £1,000,000  

Don’t  Know  
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Do  you  have  any  idea  how  this  is  split  between  hardware  and  software?  (Try  to  force  estimate) 
Hardware % Software % Don’t  Know 

If  answer  is  ‘Don’t  Know’,  ask: 

Is  that  because  it  is  difficult  to  keep  control  of?  Yes  / No 
If  answer  w ‘Yes’,  ask: 

Why  do  you  think  that  is?  

( record  comments ) 


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made  Yes  / No  / DK 
Why  / why  not?  


Who  in  your  organisation  has  ultimate  purchasing  responsibility  for  IT  (ie.  job  title)? 


Which  of  the  following  IT  issues  are  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where 
1 means  ‘strongly  disagree'  and  6 means  ‘strongly  agree'. 

(Interviewer:  please  rotate  order  of  issues) 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Systems  administration  (eg.  interlinking  PC’s 
or  linking  them  into  existing  systems?) 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagree 

4 

Disagree 

5 

Strongly 

Disagree 

6 

Thank  you.  Are  there  any  other  problem  areas  you  would  like  to  mention? 
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Applications 

I’d  now  like  quickly  to  run  through  a short  list  of  tasks  or  processes  and  ask  4 short  questions  about 
each.  The  questions  are: 

(a)  is  the  task/process  highly  relevant  to  your  business? 

(b)  does  it  present  a problem  in  terms  of  unit  transaction  cost  or  time? 

(c)  is  it  handled  by  computer  (as  opposed  to  manually) 

(d)  is  it  done  externally? 


(Interviewer:  rotate  order  of  list) 


(a) 

Highly 

relevant 

(b) 

Present  time  / 
cost  problem 

(c) 

Computerised 

(d) 

Done 

externallyy 

• Self-assessment  for  taxation 

YES / NO 

YES /NO 

YES / NO / DK 

YES/NO/DK 

• Credit  vetting 

YES /NO 

YES /NO 

YES / NO / DK 

YES / NO / DK 

• Financial  accounting  / bookkeeping 

YES /NO 

YES /NO 

YES / NO / DK 

YES / NO / DK 

• Bank  transactions 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES/NO/DK 

• Purchase  ordering 

YES / NO 

YES /NO 

YES / NO / DK 

YES  / NO / DK 

• Payroll 

YES /NO 

YES /NO 

YES  / NO  / DK 

YES / NO  / DK 

• Timesheet  & expenses  handling 

YES / NO 

YES /NO 

YES / NO / DK 

YES / NO  / DK 

• Invoicing 

YES / NO 

YES  / NO 

YES / NO / DK 

YES/NO/DK 

• Factoring  / debt  collection 

YES / NO 

YES /NO 

YES  / NO / DK 

YES  / NO  / DK 

• Word  processing  / Desktop  publishing 

YES / NO 

YES  / NO 

YES / NO  / DK 

YES / NO  / DK 

• Order  fulfilment  / progress  chasing 

YES / NO 

YES  / NO 

YES  / NO  / DK 

YES / NO  / DK 

• Customer  call  handling 

YES  / NO 

YES  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

• Sales  Order  capture 

YES  / NO 

YES / NO 

YES / NO / DK 

YES  / NO  / DK 

Other  tasks,  for  example:  inventory  management,  employee  records,  distribution/logistics,  workforce 
scheduling,  customer  account  management,  applications  with  high  data  volumes?  (please  list  below) 

• 

YES  / NO 

YES /NO 

YES / NO / DK 

YES / NO  / DK 

• 

YES /NO 

YES /NO 

YES / NO / DK 

YES  / NO  / DK 

• 

YES /NO 

YES /NO 

YES / NO  / DK 

YES  / NO  / DK 

Attitudes  / Perceptions  / Issues 

Thinking  of  these  sorts  of  processes  and  applications,  I’d  like  you  now  to  imagine  a new  type  of 
service,  whereby  some  or  all  of  these  kinds  of  business  application  were  available  on  a different  kind 
of  basis. 

Imagine  a scenario  where  a package  of  those  applications  you  require  could  be  provided  on  a 
attractive  subscription  basis  and  accessed  or  downloaded  via  a network  to  low-cost  network 
computers  or  PCs.  This  would  effectively  remove  all  need  for  you  to  manage  and  control  your  own 
PC  hardware,  software  and  any  internal  network;  upgrades,  version  control,  licensing  etc.  would  all 
be  automatically  taken  care  of. 

(Interviewer:  record  any  spontaneous  reaction): 
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On  a scale  of  1 to  6,  where  1 denotes  ‘Would  Strongly  Consider’  and  6 denotes  ‘Extremely  Unlikely 
to  Consider',  could  you  tell  me  whether  you  think  this  would  be  an  attractive  proposition  for  a 
company  such  as  yours:  (circle  appropriate  number) 


Strongly 

consider 

Would 

consider 

Might 

consider 

Doubtful 

whether 

would 

consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

Don't 

Know 

1 

2 

3 

4 

5 

6 

DK 

Alternatively,  if  such  a package  of  software  & hardware  products  were  available  for  you  to  operate 
yourselves  (rather  than  managed  / downloaded  by  a 3'“'  party),  would  you:  (circle  appropriate 
number) 


Strongly 

consider 

Would 

Consider 

Might 

consider 

Doubtful 

whether 

would 

consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

Don’t 

Know 

1 

2 

3 

4 

5 

6 

DK 

Similarly,  if  services  such  as  billing,  invoice  factoring,  ordering  and  call-centre  operation  were 
available  from  an  external  provider,  thereby  improving  your  business  efficiency  / cashflow,  would 
you:  (circle  appropriate  number) 


Strongly 

consider 

Would 

consider 

Might 

consider 

Doubtful 

whether 

would 

consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

Don’t 

Know 

1 

2 

3 

4 

5 

6 

DK 

( add  question(s)  on  Factoring  ) 


Turning  now  to  issues  of  confidentiality  and  security.  If  the  service  supplier  could  hold  your  data 
securely  (and  only  accessible  by  you),  would  you  : (tick  as  appropriate) : 

• Be  happy  with  this  arrangement?  — 

• Only  reluctantly  consider  such  an  option  — 

• Not  consider  any  option  where  you  did  not  physically  control  your  own  data  

(Interviewer:  please  note  any  comments:) 


Finally  in  this  section,  if  such  a package  included  the  option  either  to  purchase  or  to  rent  the  required 
hardware  (eg.  PCs),  which  would  you  be  likely  to  choose? 

Purchase  Rent  


Why? 
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For  the  type  of  application  packages  we  have  discussed,  which  of  the  following  methods  of  payment 
would  be  most  attractive  to  you:  (Interviewer:  please  tick  only  one) 

• one-off  purchase  with  support  contract  

• payment  per  transaction  

• time-based  payment  

• fixed  monthly  subscription  

• fixed  annual  subscription  

Thinking  now  of  the  sort  of  company  which  might  supply  the  sorts  of  services  we  have  just 
discussed.  Imagine  that  you  are  in  the  market  for  such  services. 

On  a scale  of  1 to  6,  where  1 means  'absolutely  critical'  and  6 means  'totally  unimportant' , how 
influential  would  supplier  ‘brand  name’  be  in  any  purchasing  decision? 


Absolutely 

Totally 

critical 

unimportant 

1 

2 

3 

4 

5 

6 

1 am  next  going  to  run  through  a short  list  of  types  of  supplier  and  would  like  your  reaction  to  the 
likelihood  of  considering  them  for  this  type  of  service.  Once  again,  this  is  on  a 1-6  scale,  where  1 
means  ‘Would  Strongly  Consider’  and  6 means  ‘Would  Not  Consider  At  AH'  : 

(Interviewer:  rotate  order  of  list) 


• a major  telecommunications  company 

• a major  IT  vendor  such  as  Microsoft  or  IBM 

• a bank  or  finance  house 

• an  Internet  service  provider 

• some  other  organisation  (please  specify) : 


* use  as  appropriate  for  UKIFrIGerlSwedINeth 


Strongly 

Conside 

r 

1 

2 

3 

4 

5 

Not 

consider 

6 
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Close 


Thank  you  for  your  time  and  valuable  input.  You  may  be  interested  to  know  that  the  company,  on 
behalf  of  which  we  are  conducting  this  research,  is  in  fact  British  Telecom. 

Record  reaction:  


Does  this  surprise  you?  Yes /No 

If  Yes,  why /If  No,  why  not : 


Would  you  consider  BT  to  be  the  type  of  company  capable  of  providing  the  sorts  of  services  we 
have  discussed  - on  a scale  of  1 to  6,  where  1 means  ‘totally  credible’  and  6 means  ‘no  credibility’ 


Totally 

Credible 

Reasonably 

Would  not 
have  thought 

Seriously 

No 

credible 

credible 

so 

doubt  it 

credibility 

1 

2 

3 

4 

5 

6 

If  respondent  answers  4,5  or  6,  probe  for  reasons: 


Would  the  proposition  be  enhanced  if  BT  were  to  partner  with  : (tick  as  appropriate,  with  multiple 
answers  if  required)) 

(a)  a major  IT  vendor  

(b)  a high  street  bank  

(c)  a major  finance  company  

(d)  a factoring  company  

As  I said  at  the  beginning  of  our  conversation,  if  you  are  interested  in  being  kept  informed  by  BT  of 
the  developments  of  a set  of  products  and  services  designed  to  alleviate  many  of  the  problems  we 
have  discussed  today  in  a cost-effective  manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 

Thank  you  again  for  your  help  and  every  success  in  your  business. 
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+44  1527  836751 

Date:  18/3/97  Time:  13:57:87 


FACSIMILE  COVER  PAGE 


To:  Chris  Harris 

Time: 

13:57:46 

From  : David  Parnell 

Date: 

18/03/97 

Subject:  Microsoft  Word  - PROP2Q~4.DOC 

Pages  (including  cover):  8 

urgent  fax  for  CHRIS  HARRIS  •••*****••*****••*****»•• 


Chris, 

Her's  the  corrected  version.  I v\/ill  now  try  to  send  it  via  Email  - it  failed  first  time  as  CompuServe 
refused  to  send  a binary  file  to  a non-Compuserve  address,  so  I'll  have  to  UUENCODE  it  first,  manually 
which  will  take  me  a few  minutes. 

C^5rs, 

David 

PEACOCK  SERVICES 
phone/fax; 

CompuServe; 

Internet  Email: 


+44  1 527  836751 
1 00071 ,256 

100071 .256@compuserve.com 


From:  David  Parnell  To:  Chris  Harris 
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Date:  18/3/87  Time:  13:68:24 


Proposition  2 - Cross-Industry  SME  Business  Applications 

Telephone  Questionnaire  (Final  Draft) 

Introduction  / Prc-Quiililication 

{Ask for  the  Owner.  Proprietor,  \fonaging  P.hrector.  Finoncial  Director) 

Good  inoniing  aftonioon.  lliis  is  , 1 am  calling  on  behalf  of  Inpul.  a major 

international  If  consultanc\-.  We  are  ciiiTentK-  earning  out  a strategic  studv  for  a major  service 
supplier,  who  is  trv  ing  to  understand  customer  needs  in  order  to  evaluate  the  potential  demand  for  a 
possible  new  range  ot  products  and  senices  aimed  at  improving  business  efficiency  and  cost- 
effectiveness  in  small  and  medium-sized  businesses.  1 will  be  happy  to  share  with  you.  at  the  end  of 
the  inten  iew.  the  identitv-  of  the  supplier. 

I would  slre.s.s  lhal  Ibis  is  not  a sales  calls  or  a prospecting  exerci.se  - our  client  is  merely  trying  to 
understand  customer  needs.  However,  il'  vou  are  interested  in  being  kept  informed  about  possible 
developments,  we  would  be  bappv  to  arrange  tbis. 

T would  like  to  ask  vou  a lew  questions  about  tbe  day-to-day  operations  of  your  company;  tbis 
should  take  about  15-20  minutes.  (If  riispondcnl  loo  busy,  make  appoinlmenl  lo  call  back  al  an 
arranged  time). 

T should  like  lo  start  b\'  clari lying  a few  details  about  tbe  company  and  your  role. 

Cum  pa  ny/Ucs  pund  cut  Dc  tails 

Company  name: 

Location  (Cit>-  / Counhy); 

T.ine  of  business  sector:  (specify  dr  tick  relevant  SI('  code)  


Agriculture/!' amiing 

Manuring  i'ood  textiles 
(c.xcluding.  Pclrochcm  Lng  Hi-tcch) 

Business  Services 

Media  .Advertising 

Construction 

Pelrocbemicals  Engineering 

Financial  .Services 

Professional  Services 

Heal  lb  Education  Social 

Retail 

Hi-lecb 

Travel  Transport 

l eisure  Personal  Services 

Wholesale 

Other  (specil'y) 

Respondent's  Job  1 itle:  

Department  Division 

lelephone  no  f check  no  rung'e.\l.  correcl)  

Number  ot  employees  at  location;  (ij  nol  available,  lick  range  below) 

1 -9  

10  - 99  

1 00  - 499  

.500  & over  

{Interviewer:  If  more  than  500  employees  at  location,  politely  terminate  interview) 
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Approx,  annual  lurnover:  (if  not  avatlahJe,  use  h^Jow) 

loss  than  £1.000.000  

£1.000.001  - £5.000.000  

£.5.000.001  - £10.000.000  

£10.000.001  - £15.000.000  

£15.000.001  - £20.000.000  

£20.000.001  - £50.000.000  

£50.000.001  - £100.000.000  

more  than  £100.000.000  


rr  Int’riistruoturo 

1 would  next  like  to  ask  a few  basic  questions  about  \our  cunent  11  infi'astmeture. 

Approx  number  o(  PC's  al  site  : (if  not  availohle.  use  ranges  below  rO  avoid  DK) 

I - 5 

6 - 10  

I I -20  

% 21  - .50  

51-100  

101  - 200  

::  200  

D K 


Are  Ibe  PC's  interconnecled  (le  networked)'’  ^ os  No  DK 

If  Yes.  how  many?:  or  "o  (if  numbar  not  available,  oblaw  i'-slunalad  %) 

If  Yes.  is  this  via  a L.VN  (Local  .\i'ea  NeUvork)?  os  / No  DK 

If  Yes.  is  this  via  an  Intranet?  Ves  No  DK 

.Vre  an>-  PCs  or  the  network  linked  to  the  Internet?  Yes  / No  DK 

1 1 ’t'es.  bow  man\  '?:  or  ”o  (if  number,  not  available,  obtain  estimated  ^o) 

Do  \()u  have  a central  computer,  le.  centralised  data  processing?  ’i  os  No  DK 

Do  you  have  an  internal  dedicated  IT  or  Data  Processing  department?  ’l  os  No  DK 


Do  \()u  use  an\  external  computer  bureau  or  remote  data  processing  services  'V  es  / No  DK 

W bat  is  the  approximate  annual  budget  (or  PCs,  workstations,  associated  maintenance  and  sodware? 
(try  to  obtain  e.stiinate) 

less  than  £5,000  

£5.  001  - £10.000  

£10.  001  - £25,000  

£25.  001  - £50.000  

£50,  001  - £100,000  

£100.  001  - £250.000  

£250,  001  - £5000.000  

£500.  001  - £1.000.000  

more  than  £1,000/)00  

Don’t  Know  
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Do  you  lia\e  any  idea  how  tins  is  split  between  hardware  and  software?  (Tiy  to  force  estimote) 

1 lard  ware ''  o Software “ o Don’t  Know 

If  answer  is  ‘Don't  Know",  ask: 

Ts  that  because  it  is  dinicult  to  keep  control  of?  ^ es  No 
If  answer  is  'Yes’,  ask: 

Wh\  do  \()u  tbink  that  is'^  

(record  comnienls)  


Is  TT  mission-critical  to  your  business? 


Yes  No  DK 


Do  \ ou  feel  that  v'ou  recei\  e \ alne  for  the  iiwestinent  in  11  that  you  have  made?  Yes  / No  DK 


W’hv-  / wh\'  not? 


Who  in  your  organisation  has  ultimate  purchasing  responsibiliU'  for  11?  (oblam.  job  iille) 


Which  o(  the  lollowing  IT  issues  pose  a problem  (or  \'ou'?  Please  score  on  a scale  o(  1 to  b,  where 
1 means  'slron}j/y  disagree'  and  6 means  'slron^ly  agreed 

(Interviewer:  please  rotate  order  of  issues) 


• Ilardw^^re  maintenance'/ 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases'!^ 

• Systems  administration  (eg.  interlinking  PC’s 
or  linking  them  into  existing  systems)? 

• Diderent  business  applications  not  integrated, 
causing  separate  islands'  of  information? 

• linsuring  standardised  \'ersions  of  software  and 
managing  provision  of  upgrades  and  fixes'.^ 


Sirvngly 

Agree 

1 

Agree 

2 

Tend  Iv 
agree 

3 

Tend  Iv 
disagree 

4 

Disagree 

5 

Strongly 

Disagree 

6 

Thank  \ (hi.  Are  there  anv  other  problem  areas  \'ou  would  like  to  mention? 


INPUT 


1S/(.)3'97 


Prop?  / Draft  4 / Page  3 of  7 


From:  David  Parnell  To:  Chris  Harris 


Page  5 of  8 


+44  1527  836751 

Date:  18/3/97  Time:  13:59:25 


Appliciitiuns 

rd  now  like  quickly  to  run  tlu-ough  a short  list  of  tasks  or  processes  and  ask  4 brief  questions  about 
each,  fhe  questions  are; 

(a)  is  the  task  process  highly  relevant  to  your  business? 

(b)  does  il  present  a problem  in  terms  o(  unit  transaction  cost  or  time? 

(c)  is  it  handled  by  computer  (as  opposed  to  manually)? 

(d)  is  it  done  externally? 

flnk:rvie\yer:  rolalc  order  o!  Hil) 


• Sell-assessment  lor  taxation 

• Credit  \ etting 

• Financial  acctuinting  bookkeeping 

• Bank  transactions 

• Purchase  ordering 

• PaxTOll 

• Timesheet  & Expenses  handling 

• Invoicing 

• Debt  collection  factoring 

• Promotional  pages  on  the  Internet 

• Order  (iiHilment  progress  chasing 

• Customer  call  handling 

• Sales  Order  processing 


(a) 

Highly 

relevant 

(h) 

Presents  time  or 
cost  problem 

fc) 

Computerised 

(d) 

Done 

externally 

YES  NO 

YES  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

Vii3  ' NO 

YES  / NO 

YES / NO / DK 

YES  / NO  / DK 

V'F.S  ! NO 

YES  / NO 

■\'ES  / NO  / DK 

YES  / NO  / DK 

YJi3  / NO 

YES  / NO 

YES /NO/DK 

YES  / NO  / L>K 

YES  / NO 

V'E.S  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES  / NO 

YES  ' NO 

YES  / NO  / L^K 

YES  / NO  / LtK 

VT.S  / NO 

3T.S  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

YliS  / NO 

YES  / NO 

YES  / NO  / DK 

YES  / NO  / L')K 

YES  /'  NO 

YES  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

YiiS  • NO 

YES  / NO 

YES  / NO  / E^K 

YES  / NO  / LtK 

YES  /'  NO 

?'ES  / NO 

YT-S  / NO  / DK 

YES  / NO  / DK 

YES  NO 

YES  / NO 

YES / NO  / DK 

YES  / NO  / DK 

3'ES  / NO 

YES  / NO 

YES  / NO  / DK 

>'ES  / NO  / DK 

(hne.rvHiM'nr:  prompt  for):  Other  tasks,  for  eicample:  im^entoiy  management,  employee  records, 
distribution  logistics,  workforce  scheduling,  customer  account  management,  applications  with  high  data 
volumes'!*  (please  list  helow)  


# 

YES  / NO 

YES / NO 

YES  / NO  / LtK 

YES  / NO  / LtK 

• 

YES / NO 

YES  / NO 

YES  / NO  / DK 

YES / NO  / DK 

# 

YES  / NO 

YES /NO 

YES  / NO  / L/>K 

YES  / NO  / E)K 

.Vttitudes  / I’crccptions  / Issues 

Ihinking  of  these  soits  of  processes  and  applications.  I'd  like  you  now  to  imagine  a new  t\pe  ot 
sen  ice.  wherebv  some  or  all  of  these  kinds  of  business  application  were  available  on  a different  kind 
of  basis. 

Imagine  a scenario  where  a mix  of  those  applications  you  require  could  be  provided  as  a package  on 
an  attractive  subscription  basis,  and  accessed  or  downloaded  via  a network  to  low+cost  network 
computers  or  PCs.  fhe  senfee  vendor  wx-mld  guarantee  to  manage  and  control  your  PC  hardware, 
software  and  anv  internal  network;  upgrades,  version  control,  licensing  etc.  would  all  be 
automatically  taken  care  of  remotely. 

(Interviewer:  record  any  spontaneous  reaction)  : 
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On  a scale  of  1 to  6.  wlicre  1 denotes  ‘IVould  Slron^ly  Consuhr'  and  6 denotes  ‘Lxtranwly  Unlikely 
to  ('onsicUi'  . could  \'ou  tell  me  vvhellier  \ou  think  this  would  be  an  allraclive  proposition  (or  a 
conipan\'  such  as  \otirs:  (circle  appropnale  number) 


Sfroni^iy 

consider 

Would 

consider 

Kfiflht 

consider 

Doubtful 
whether  would 
consider 

I7nlikely  to 
consider 

Fx'tremely 
Unlikely  to 
consider 

fjon ’t 
Know 

1 

2 

3 

4 

5 

6 

DK 

Alternatwelv,  i(  such  a package  ol  sollware  & hardware  products  were  available  for  you  to  operate 
Yourselves  (rather  than  managed  downloaded  by  a 3"‘  party),  w'ould  you:  (circle) 


Strongly 

consider 

Would 

Consider 

A flight 
consider 

Doubtful 
whether  would 
consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

D>on  V 
Know 

1 

2 

3 

4 

5 

6 

DK 

Similarly,  imasiine  a range  o(  business  services  including  billing,  invoice  production,  bill  collection, 
debt  collection,  purchase  ordering,  telesales  and  telemarketing  were  avoidable  (either  individually  or 
as  a total  package)  (rom  an  external  provider,  allowing  you  to  improve  your  business  eniciency  and 
cashilow  T‘d  hke  to  ask.  for  each  service  separately  and  then  lor  a total  package,  whether  you 
w'ould  be  likoK'  to  consider  such  a proposition;  (circle  I or  ax  appropnale) 


(a)  Billing 

Yes  No 

(b)  Invoice  production 

Yes  No 

(c)  Bill  collection 

Yes  ■'  No 

(d)  Debt  collection 

Yes  No 

(e)  Purchasing 

Yes  No 

(1)  Telesales 

Yes  No 

(g)  ielemarketing 

Yes  No 

1 hinking  now  of  a package  consisting  of  most  or  all  of  these  seivices  - on  a scale  of  1 to  6.  where  1 
denotes  'Would  Stronply  (.'onsidsr'  and  6 denotes  'F.xtreimly  Unlikely  to  Consider  , could  you  tell 
me  whether  you  think  this  would  be  an  attractive  proposition:  (circle  appropriate  number) 


Stronc^ly 

consider 

Would 

consider 

\fiyht 

consider 

Dioubtful 
whether  would 
consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

Don 't 
Know 

1 

2 

3 

4 

5 

6 

DK 

i uiiiing  now’  to  issues  of  coiitideiitiality  and  security.  It  the  service  provider  could  guarantee  to 
hold  \ ()ur  data  secureK'  (iind  only  accessible  b\  v'ou).  would  you  : (tick  as  appropriate) 

• be  happy  with  this  anangement  

• onlv  reluctantly  consider  such  an  option  

• not  consider  anv  option  where  vou  did  not  phv  sically  control  your  own  data  

(I nterviewer:  please  note  any  comments) 
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Finally  in  this  section,  i(  such  a package  included  the  option  either  to  purchase  or  to  rent  the  required 
hardware  (eg.  PC's),  which  would  you  be  likely  to  choose? 

Purdiaso  Rent  


Whv'? 


l or  tlio  tvpc  of  application  packages  we  have  discussed,  which  of  the  following  methods  ot  pa\inent 

would  be  most  attractive  to  \'ou  : (Interviewer:  plsas-e  tick  one  only) 

• one-off  purchase  with  support  contract  

• pavTuent  on  a ‘per  transaction'  basis  

• time-based  payment  

• fixed  monthly  subscription  

• fixed  cjuarterlv  subscription  

Thinking  now  ol  the  sort  o(  company  which  might  supply  the  sorts  ol  services  we  have  just 
discussed  Imagine  that  you  are  in  the  market  for  such  serv  ices. 

On  a scale  of  1 to  6.  where  1 means  ’cibxoluki/y  critwal'  and  6 means  'lolaily  unimporkmC.  how 
influential  would  supplier  ’brand  name'  be  in  any  purchasing  decision'? 


, Ihsolutely 
critical 

Totally 

unimportant 

1 

2 

3 

4 

5 

6 

1 am  next  going  to  nm  tluough  a short  list  of  types  of  supplier  and  would  like  your  reaction  to  the 
likelihood  of  considering  them  for  this  type  of  service.  Once  again,  this  is  on  a 1-6  scale,  where  1 
means  'Would  Stroriffly  (.'onsider ' and  6 means  'M  ould  Not  ( onsider  At  All  : 

(Inkirvicwi'.r:  rolale  order  oj  hsl) 


• a major  telecommunications  company 

• a major  IT  vendor  such  as  IBM 

• a bank  or  finance  house 

• an  Internet  service  prov  ider 

• some  other  organisation  (please  specify)  : 


Stronyly 

Consider 

1 

2 

3 

4 

5 

Not 

consider 

6 
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Close 

Tliank  \’ou  (or  your  lime  and  Naluable  inpul  ^'ou  may  be  mleresled  to  l\now  Ibal  Ibe  compiiny,  on 

behalf  of  which  wc  arc  conducting  this  research,  is  in  fact  British  Telecom. 

Record  reaclion: 


Does  this  surprise  you?  Yes  No 

T(  Yes,  v\by  Tl'No,  why  not  : 


Would  \ ou  consider  13 1 to  be  the  ty  pe  of  company  capable  of  providing  the  soits  ot  sen  ices  we 
have  discussed  - on  a scale  o(  1 to  (>,  where  1 means  'totally  ct'edihla  and  6 means  no  cradihihty 


U'otdcl  not 

iotullv 

CrcclibU^ 

Riuisonubly 

haw  thought 

Svnousiy 

No 

i.Ti<diblii 

creihbli^ 

)iO 

doubt  It 

credibility 

1 

2 

3 

4 

5 

6 

If  respondent  answers  4..^  or  6.  probe  for  reasons: 


Would  ihe  proposition  be  enhanced  i(  RT  were  lo  partner  with  any  o(  the  (ollowing  types  o( 
companv?  : (InUa-vwwar:  tick  as  appropriate,  with  multiple  an.swer.'i  permitted} 

• a major  IT  vendor  

• a high  street  bank  

• a major  (inance  companv  

• a factoring  company  

• other'’  (specify) 


As  1 said  at  the  beginning  of  our  conversation,  it  v'ou  are  interested  in  being  kept  intonned  by  B1 
about  the  development  of  a set  of  products  and  serv'ices  designed  to  alleviate  many  ot  the  problems 
we  have  discussed  todav  in  a cost-eftective  manner,  then  we  will  be  happv’  to  pass  your  name  to  B1 . 

Yes  No 

Thank  vou  again  (or  vour  help  and  everv  success  in  your  business. 


INPUT 
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BT  Business  Solutions 
Anzani  House 
PP312B 
Trinity  Avenue 
Felixstowe 
Suffolk  IP  11  8XB 

18  March  1997 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire  SL1  1DZ 
Tel.  -k 44  (0)  1753  530444 
Fax.-f-44  (0)  1753  577311 
e-mall,  info@lnput.co.uk 


Dear  Peter  / Steve 


Tao  Project 

Further  to  our  discussions  in  your  office  yesterday,  there  are  several  points  of  administration  I would  like  to  confirm. 


1.  All  INPUT  correspondence  will  be  sent  jointly  to  yourselves  and  copied  to  Terry  Carlin  and  Rob  Bolton.  I 
understand  from  a telephone  call  with  Steve  today  that  he  is  responsible  for  signing  off  completion  of  the 
milestones,  the  first  of  which  has  already  been  met  and  approved  for  payment.  For  clarification,  there  are  four 
milestone  payments.  These  are  as  follows: 

a)  initial  analysis 

b)  completion  of  telephone  questionnaires 

c)  analysis  and  review  culminating  in  issue  of  a draft  report 

d)  issue  of  final  report 

This  arrangement  is  not  in  accordance  witli  INPUT’S  revised  proposal  dated  13.03.97,  and  we  confirm  that  the 
above  takes  precedence  over  it. 

2.  During  yesterday  morning’s  meeting,  INPUT  promised  to  have  a sample  of  10-20  UK  telephone  questionnaires 
returned  to  BT  for  analysis  by  this  Friday.  This  cannot  be  achieved  in  the  agreed  timescale,  and  more  realistically, 
we  are  anticipating  a return  date  by  mid  to  late  next  week. 

3.  We  are  awaiting  your  advice  as  to  whether  you  wish  us  to  use  a contact  list  for  UK  interviews  provided  by  BT.  or 
whether  we  should  act  independently.  In  order  to  avoid  slippage  of  tire  schedule,  if  we  do  not  have  the  list  from 
BT  by  this  Friday,  I propose  that  we  do  the  latter. 


Yours  sincerely 
Chris  Harris 


rincipal  Analyst  for  Custom  Research 
CC  Mr  Terry  Carlin 
Mr  Rob  Bolton 


INPUT  LTD. 

Registered  in  England  No.:  1470416. 
Registered  Office:  Rolls  House. 

7 Rolls  Building.  Fetter  Lane 
London  EC4A  1NH. 

VAT  Registration  No.:  GB  340  3422  04 


FRANKFURT 
LONDON 
NEW  YORK 
PARIS 
SAN  FRANCISCO 
TOKYO 
WASHINGTON  D.C. 
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FACSIMILE  TRANSMISSION 


To:  Chris  Harris 

Fax  Number  : 01753  577311 

Poges  : 1^ 


■ISROKI  CHANNELS  UMITID 


U«li«  Mesih 

Quoy  TruffcNci  Whorf  Rood 

Monchvilvr  M17  )HH 
1W«phan«0161  876  7829 
Fux0l61  877  H37 
•-mail.  l.(M«Mb«ipaka«}iarm«f).co.«k 
Mto  /AwRw.bvipok^honfwli  CO  uk/nbd 


Subject  ; Telephone  Research 


Message 


Dear  Chris, 


Further  to  our  conversation,  please  find  attached  a revised  costing.  The  database  we  have 
managed  to  source  internally. 

A hardcopy  is  in  the  post. 

Kindest  Regards 


V' 


CONFIDFNTlAl  TTY  ST.^TFMFNT 

Tll^  ix\;otinatiOil  c'Oiltaia^ed  m t}d6  tdCbUiille  rueasdge  is  for  tfir  pf  tii«*  i7u]ivicjii.sl  ht'  whic  h it  is  ;ind  mny  roTifAiJi  intormation 

lliai  !■>  legally  pnviLjjed  or  cOjJiJenti.il  uuJei  applicable  law.  If  die  leader-  tliis  mrssa^r  in  not  tho  irjfrTulrd  rr<”)pi(*nt,  or  thr  crTTipIoycc  nr  aj»ciTt 


rjebverr  v th 


e ineNTiage.  yt'ii  are  lirtfby  n<*tihe<J  tfiat  any  iliac  (oajiri*,  pfiotiK  <’I»y«T»p  <»r  diatrihntion  in  nnaiithonHod  apd  prohibited. 
i.N  I HI:  LVLM  U1  HAD  I l<A.MhM15>bla^  rU:/\i»L  C ALL +44<0)161  876  7«»» 
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BESPOKE  CHANNELS  LIMITED 


“A  Unique  Research  Proposition  For  An 
Ever-changing  & Competitive  IT 
Marketplace” 


Date: 


19  March,  1997 


Prepared  for:  Chris  Harris,  Input  Limited 


Prepared  by  : Suzanne  Young 

New  Business  Development,  Bespoke 
Channels  Ltd. 


Campaign:  A teleresearch  campaign  on  behalf  on  Input’s 

client  British  Telecom  to  acquire  primary  data 
for  a feasibility  study  on  a new  product  launch. 
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1.  Introduction 

This  Proposal  has  been  prepared  after  discussions  between  yourselves  and  Bespoke 
Qiannels  T-td.,  during  wl\ich  we  have  iilentified  your  direct  marketiirg  requirements. 
In  the  light  of  these  needs  we  have  distinguished  certain  campaign  objectives  arid 
upon  instruction  from  yourselves  we  will  'mould'  together  a campaign  that  will 
achieve  these  objectives. 

The  specifics  of  the  campaign  (e.g.  vertical  markets  to  be  targeted)  are  by  no  means 
'carved  in  stone'.  The  purpose  of  tliis  Proposal  is  to  give  you  an  indication  of  what 
we  believe  are  your  teleresearch  resource  requirements.  It  will  also  give  you  an 
indication  of  the  timescales  to  which  we  will  work;  the  costing  for  a campaign  of 
this  nahire,  and  a conceptual  picture  of  the  various  mechanics  that  arc  intrinsic  to  the 
success  of  any  teleresearch  campaign. 


2.  Clarification  of  Objectives 

2,1  Your  Campaign  Profile 

"Pound  fir  pound  telewarkchng  ts  the  most  effective  way  in  which  to  both  source  &•  qualify 
sales  leads".  Peter  Larder,  Marketing  Director,  Latham  Consultancy. 

Further  to  a discussion  between  Leslie  Masih  of  Bespoke  Channels  and  Chris  Harris 
of  input  Limited,  we  understand  your  market  research  requirements  to  be: 

A teleresearch  campaign  on  behalf  on  Input's  client  British  I'elecom  to  acquire 
primary  data  for  a feasibility  study  on  a new  product  launch 

The  objectives  of  the  campaign  are  three  fold;- 

• To  conduct  a study  on  tlie  feasibility  of  a new  product  on  behalf  of  Input's  client, 
British  Telecom.  Tliis  will  be  done  by  means  of  a research  questionnaire  to  which 
the  responses  will  be  gained  over  tlie  telephone. 

I.ead^eneratiun  (ft  Bufuna:.':  Infonnaliun  Auivisiuou. 
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• To  obtain  75  completed  research  questionnaires  per  country  from  the  UK,  France 
and  Germany  and  to  obtain  50  completed  research  q uestiomiaires  per  country 
from  Sweden  and  tire  Netlrcrlands.  The  completed  research  questionnaires  are  to 
be  obtaiired  from  a sourced  database. 

• The  database  is  to  contain  companies  witli  tire  number  of  employees  between  1 
and  500.  All  respondents  are  to  be  taken  from  the  senior  level  of  management. 


3.  Methodology 

"'From  past  experiences  with  telemarketing  companies,  we  rapidly  came  to  the  realisation 
til'll  all  campaigns  must  he  carefully  managed"  Barry  Carson,  Sales  Director,  M.I.S. 

To  ensure  the  optimum  return  from  any'  teieresearch  activity,  all  campaigns  are 
carefully  plaimed  and  memaged.  We  have  developed  a tlrorouglr  and  methodical 
'plan  of  action'  with  which  we  believe  we  can  achieve  the  objectives  of  your 
campaign.  We  have  created  a well  plaimed,  well  structured,  and  highly  team 
orientated  approach  to  the  provision  of  research  services.  Tliis  ensures  effectiveness, 
consistency  and  quality  in  each  and  every  call  we  make  on  your  behalf. 


3.1  Campaign  Preparation 

"Poorly  planned  campaigns  are  not  only  doomed  to  failure  but  w many  cases  can  alienate 
potential  cTtstomers!"  Steve  Callaghan  (Sates  fr  Marketing  Director),  KTC  Group  Pic. 


During  the  initial  stages  of  the  campaign  the  Account  Manager  works  in  close 
consultation  with  yourselves.  This  is  to  identify  the  profile  of  your  'ideal' 
respondent,  the  requirements  for  your  database  emd  your  exact  requirements  for  the 
qucstioimaire  and  script.  By  doing  this  Bespoke  Channels  hopes  to  ensure  quality 
consistency  in  tire  generation  of  primary  research  information  for  your  business. 


P . 05 


Reengineering  Ltudgeneraiion  R-  Business  Infurmalicn  Acquisition 


- I 


i 


-•  r 


1 


19-Mar'-97  17:32 


1 


p . oe 


Bespoke  Channels  Limited 

Fuse  5 of  15 


3.2  Setting-Up  your  Campaign 

This  stage  is  a vital  component  of  any  research  campaign  and  commonly  includes 
the  following: 

3.2.1  Prospect  Database  Management 

Bespoke  Channels’  teclmica!  staff  develop  a tailored  database  & GUI  (Graphical  User 
Interface),  which  integrates  easily  into  your  company's  IT  infrastructure  and 
provides  a Irighly  functional  platform  for  your  company's  research  analysis  needs. 
The  list  of  carefully  selected  prospects  is  then  imported  mto  the  database.  From  this, 
the  teleresea rdiers  would  start  phoning  emd  are  able  to  add  other  relevant 
information  about  the  respondent  directly  into  the  database  during  the  course  of  the 
call. 

3.2.2  Training 

‘'Training  often  consists  of  glancing  qiiicklij  at  the  questionnaire.  Subsequently  the  quality 
and  consistency  unthin  many  telerescnrch  companies  is  far  from  being  desirable"  Syrnott 
Vegro  (Account  Director),  Olivetti  UK  Ltd. 


Every  respondent  on  the  database  is  viewed  as  a potential  source  of  valuable 
information  and  the  ethos  of  Bespoke  Channels  goes  along  with  this.  In  order  to 
ensure  quality  and  consistency  ui  all  our  calls,  we  feel  tliat  it  is  essential  that  all 
telephone  personnel  are  fully  briefed  on  the  specifics  of  your  questionnaire  and  tiie 
types  of  responses  they  might  expect.  As  part  of  our  ongoing  commitment  to 
quality.  We: 

• Compile  a skeleton  script  (for  use  in  the  initial  calls),  upon  which  the 
telerescarchers  later  improvise. 

• Allocate  suitable  telephone  personnel  from  a pool  of  full  tune  and  experienced 
telemarketccrs. 

This  aids  the  researchers  to  maxmuse  operational  effectiveness  and  productivity 
whilst  making  sales  calls. 
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3.3  Campaign  Handling 


Following  die  preliminary  stages  of  the  campaign  our  teleresearchers  arc  now  in  a 
position  to  competently  begin  calling  your  'targeted'  database.  The  teleresearchers 
will  now  have  a comprehensive  understanding  of  your  company,  the  questionnaire 
and  the  likely  responses  they  might  expect. 

A standardised  control  mechanism  within  Bespoke  Channels  enables  us  to  monitor 
and  control  our  performance  at  any  stage  of  the  campaign.  Tliis  means  we  can  keep 
you  informed  on  the  progress  of  the  campaign  (on  a daily  basis  if  required). 


3.4  Campaign  Analysis  and  Report 

“A  cctnpnm/'fi  interpretation  of  their  strategic  position  is  often  different  to  what  Iheir 
potentinl  customers  perceive]  Who's  opinion  is  more  important?"  Tony  Brand  (Sales 
Director),  Kalamazoo  Pic. 


The  Project  Manager  w'ill  provide  you  wiUi  intermediate  reports  on  die  progress  of 
tlie  campaign  and  on  performance.  Upon  completion  of  the  campaign,  the  data 
contamed  widiin  the  database  provides  valuable  information  on  your  marketplace  & 
competitors.  Tlie  tabulation  and  analysis  of  the  results  often  include  the  following: 

1.  Standardised  statistical  information  . 

2.  Indications  of  perceived  value  of  product/ service. 

3 Comments  by  target  population  that  give  an  indication  of  perceived 
corporate  image  and  marketing  effectiveness. 

4.  Other  issues  that  may  aid  in  fine  tuning  your  company's  marketing  and 
promotional  mix. 

5.  Market  shares  of  competitors  widiin  die  target  population 
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4.  Research  Standards  and  Quality  Assurance 

"From  campaign  set-up  to  final  inspectioii.  Bespoke  Channels  apply  the  strictest  standards  of 
(junlity  control"-  Martin  Slade  (Sates  Director)  Diagonal  Pic. 


Bespoke  Channels  Limited  are  constantly  monitoring  the  quality-  of  the  services 
which  we  provide.  In  addition,  we  operate  a quality  assuvMice  schetne  under  which 
we  will  check  at  least  5%  of  total  calls  completed  on  your  behalf  by  call-backs 
undertaken  by  a senior  member  of  staff. 

Bespoke  Channels  comply  with  the  AMSO  Code  of  Standards,  the  ICC/BSCDMAR 
International  Code  of  Marketing  and  Social  Research  Practice,  and  tlie  MRS  codes  for 
conduct. 

All  research  drat  is  conducted  at  Bespoke  C hannels  Ltd  is  done  in  accordance  widr 
the  principles  of  data  protection  encompassed  by  the  Data  Protection  Act  19«4.  All 
research  that  is  undertaken  withm  Bespoke  Channels  that  is  of  a confidential  nature 
will  be  guaranteed  to  remaiir  confidential.  If  necessary,  researchers  taking  part  can 
sign  confidentiality  agreements  before  airy  work  is  undertaken. 


5.  Timescales 

In  accordance  with  the  campaign  mechanics  outlined  we  expect  to  complete  our 
assignment  within  the  following  time  scales: 

Campaign  Preparation  Sz  Set-up  2 man  days 

Campaigrr  Handling  10  man  days 

See  attached  project  plair 
Estimates  only  at  this  stage. 
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6.  Acceptance 

This  proposal  is  open  for  acceptance  for  14  days  from  the  date  shown  on  the  cover 
page 


7.  Management  Team  Profiles 

“Our  resources  are  a highly  skilled  team  of  people  and  a range  of  leading  telemarketing 
sendees  that  work  together  with  you  to  become  an  nnmluable  asset  to  your  business  Ci  future 
sales  development"  Robert  Walnisley  (Director),  Bespoke  Channels  Ltd. 


7. 1 Your  Account  Manager 

Leslie  Masih  would  be  youi  Account  Manager  and  personal  contact  at  Bespoke 
Clranncls.  Leslie's  primary  role  lies  within  the  quality  of  service  delivered  to  you. 

ACADEMIC  BACKCROUhJD:  BSc(Hons)  in  Electronics  wdtlr  Management 


Direct  Marketing  Experience: 

Leslie,  has  a worked  extensively  witlrin  the  IT  marketing  industiy  on  over  30 
campaigns.  The  clients  that  Leslie  has  worked  for  include  Information  Builders, 
Kalamazoo  I^lc,  Astea  hrtemational,  Hitachi,  Wyse  Technology,  Diagonal  Managed 
Projects  emd  the  Datel  Group  Pic. 
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7.2  Telemarketeer  Profiles 

l.LAURtNCF  HUNNIFORD: 

ACADEMIC  BACKGROUND:  BA  (hons)  Combined  Studies  - Computing  and 
International  Business  Studies 

Direct  Marketing  Experience: 

I,aurence,  a relatively  new  member  of  the  team,  has  extensive  experience 
within  tne  IT  telemarketing  industry.  Previously  Laurence  has  worked  on 
research  initiatives  with  Telia  UK  T.td.  Redcliffc  Computers  and  Digital 
amongst  others.  Laurence  has  an  excellent  knowledge  of  the  German 
language  and  this  combined  w'lth  his  extensive  teleresearch  experience  makes 
him  an  invaluable  member  of  the  team. 


2.  Stuart  Whitehouse: 

ACADEMIC  BACKGROUND:  BSc(Hons)  in  Physics,  Msc  in  Applied  Optics 
D/RECT  IaRKETING  EXPERIENCE: 

Stuart  has  worked  on  in  excess  of  25  telemarketing/ teleresearch  campaigns 
including  Amersham  International,  Olivetti,  Primary  Source  Media  & RTC  Pic. 
Stuart's  proven  track  record  is  undoubtedly  lies  within  his  ability  to  understaird 
technical  issues,  but  just  as  important  is  his  ability  to  speak  fluent  Freirch  and 
Spanish. 
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3.  Jan  Croyle; 

ACADEMIC  BACKGROUND:  BSc(TTons)  in  Computer  Science 
DirectMarklung  Experience: 

Jan  previously  employed  as  a teleseller  at  NWS  Bank  Pic,  is  now  a member  of  the 
new  business  development  team  at  Bespoke  Channels.  In  the  past,  Jan  has  also 
worked  as  a researcher  and  tclcseller  at  Timemaster  Systems  Ltd,  servicing  a number 
of  clients  including  the  NHS.  Jan  s skills  base  in  the  teleresearch  arena  combined 
witli  a Dutch  mother  tongue  makes  him  an  asset  to  Bespoke  Channels  Ltd 


4.  Maria  Savolainen 

ACADEMIC  BACKGROUND:  BBA  and  MSc  in  Marketing 
Direct  Marketing  Experience: 

Maria,  formerly  a research  executive  wdth  Research  International  Finland,  is  a 
relatively  new  member  of  the  teleresearch  team.  She  brings  with  her  a strong 
research  background  having  worked  on  in  excess  of  40  teleresearch 
campaigns.  Maria  has  excellent  language  skills,  speaking  Finnish,  English, 
Swedish,  French  and  Greek  and  this  , combined  with  her  attention  to  detail, 
should  bring  great  results  for  Bespoke  Channels  Limited. 
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9.  Schedule:  Authorisation  to  Proceed 

Activity:  A teleresearch  campaign  on  behalf  on  Input's  client  British 

Telecom  to  acquire  primary  data  for  a feasibility  study  on  a 
new  product  launch 

Objective:  To  obtain  75  completed  research  questionnaires  per  country 

from  the  UK,  France  and  Germany  and  to  obtain  50 
completed  research  questionnaires  per  country  from  Sweden 
and  tire  Netherlands.  TTie  completed  research  questionnaires 
are  to  be  obtained  from  a sourced  database 


Tasks  Cost/£ 

Campaign  Preparation  & Set-up  830.00 

ind  scripting,  database  manipulation,  GUI  design  & training. 

Project  Management  720.00 

Based  on  2 days  @ £360/day,  inci  resourcing,  recruitment, 
scheduling  and  campaign  management 

Translation  Costs  616.00 

costs  inclusive  for  France,  Germany,  Sweden  and  the  Netherlands. 

Teleresearch: 

UK  - 75  completed  questionnaires  @ £14.70  pcq^  1102.50 

France  - 75  completed  questionnaires  ® £19.60  pcq  1470.00 

Germany  - 75  completed  questionnaires  @ £20.10  pcq  1507.50 

Sweden  - 50  completed  questionnaires  @ £22.10  pcq  1105.00 

Netherlands  - 50  completed  questionnaires  @ £22.10  pcq  1105.00 

Total  Invoice  8456.00 


Initial  Payment  4228.00 


Date: Authorised  Signature  of  the  Client: 

All  sums  ore  exclusive  of  VAT  and  disbursements 

Keep  this  copy  for  your  own  records. 


' Per  compleicd  questionnaire 
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The  Cotnpany.  its  servants,  agents  or  employees  will  at  all  limes  keep  all  infbrmalion  passed  to  them  by  the 
Client  confidential,  luiless  such  intomiation  is  already  within  the  public  domain  or  was  known  to  the 
Company  prior  to  its  disclosure 

The  Company  may  use  the  Client’s  name  and  other  Intellectual  Property  ol  the  Client  in  order  to  facihlalc  the 
provision  oi  Telephone  Services  lor  the  purpose  of  Ihe  Client’s  busuicss.  Upon  receipt  by  the  Client  of  a 
request  by  the  Company,  (whicli  may  be  rea.sonably  refused)  ihe  Company  may  disclose  the  idcnlity  ol  past 
and  present  clients  for  marketing  purposes.  The  Client  reserves  the  right  to  notify  the  Company  in  wnling,  at 
any  lime,  not  to  disclose  its  identify  for  this  purpose. 

4 The  Company  may  sub-contract  its  obligations  luider  the  Proposal.  Should  this  happen,  the  Company  is 
required  to  obtain  permission  from  the  Client  before  proceeding. 

5,  The  Crrmpany,  its  servants,  agents  or  employees  shall  not  be  liable  lor  any  loss,  damage,  expenses,  costs  or 
injury  of  any  kind  whatsoever,  whether  directly  or  indirectly,  arising  from  Ihc  Proposal  (save  as  excluded  by 
law) 


SECTION  » 


Either  the  Company  or  the  Client  shall  be  entitled  to  terminate  this  agreement  forthwilh  upon  the  happening  of  any 
of  the  following  events: 

I there  is  a breach  by  either  of  Ihe  parties  named  above  of  any  term  contained  in  the  Terms  and  Cionditions  or 
the  Proposal  or  any  document  expressed  to  be  supplemental  thereto;  or  the  Client,  being  an  individual,  Erin  or 
partnership,  (or  any  one  of  the  individuals  constituting  the  firm  or  partnership),  becomes  bankrupt,  or 

2.  either  party,  as  named  above:- 

i)  enters  into  liquidation  whether  compulsory  ot  voluntary  (save  where  Die  liquidation  is  for  amalgamation  or 
rcconslruClioti  of  a solvent  company); 

n)  has  an  administration  order  made. 

iii)  has  an  administrative  receiver  appointed;  or 

3 eitlier  party,  being  an  individual,  llrm  or  partnership  (or  any  one  of  the  individuals  constituting  the  tirm  or 
partnership),  enters  into  an  aiTangeraent  for  the  benefit  of  his.dier  or  its  creditors;  or 

4,  cither  parly  has  any  distress  or  execution  levied  on  his/lier.'its  goods 


Sf:CT!OS  C 


In  the  event  that  the  Client  shall  cancel  the  request  for  the  Campaign  at  any  time  aflcr  work  on  the  C.ampaigii  has 
conunenced,  the  Company  shall  be  entitled  to  recover  from  the  Client  all  sums  incurred  (including  costs  incunctl 
by  the  Company  in  devoting  its  servants,  agents  or  employees  in  the  preparation  ol  the  Proposal)  up  to  and 
including  the  date  of  the  cancellation. 


SECnON  1) 


All  amounts  of  Charges  as  detailed  in  the  Proposal  shall  he  due  and  payable  as  (ollow.s  (save  as  varied  by  the 
Company  in  writing  prior  to  the  Proposal): 

1 50®'o  of  the  total  Cliarges  before  the  commencement  olThe  campaign  as  agreed  in  tliis  Proposal. 

2 50%  of  the  total  Charges  within  14  days  of  notification  by  the  Company  to  the  Client  of  the  completion  of  the 
contract 

In  the  event  that  the  Payment  is  not  made  within  the  agreed  time  limit  (whether  under  tliis  section  D or 
otherwise),  the  Company  reseives  the  right  to  charge  Interest. 

In  addition  to  the  Payment,  the  Company  reserv'es  the  right  to  charge  such  additional  costs  as  may  be  incurred 
hy  tlie  Company,  at  the  following  rale.s: 

Travelling  costs  per  mile 
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Facsiniilcs  per  page  £0.26 

Mailing,  (int.  postage  & packing)  per  envelope  £0.75 

The  maximuin  costs  to  be  invoieeJ  to  the  Client  for  the  above  costs  is  ns  follow.s: 


Travelling 

facsimiles 

Mailing 


£200.00 

£120.00 

£180.00 


SECTION  E 


Any  notice  to  he  served  under  these  1 ernis  and  Conditions  shall  be  sent  by  prepaid  recorded  delivery  or  registered 
post  to  the  atidress  r>f  the  addres.see  as  showi  in  tlie  i’roposal  or  the  Terms  and  Conditions  and  shall  have  been 
deemed  to  have  been  received  by  the  addressee  within  72  hours  of  posting. 


SECTION  !■ 


The  I'ernis  and  Conditions  and  the  I’roposal  shall  be  governed  by  English  Law  aitd  cacli  agreement  between  the 
Company  and  the  Client  shall  have  been  deemed  to  have  been  marie  in  England. 


Reengineering  Leodgencral ion  A Business  Infonnution  Acqiiisilion. 


1 


13-Mar--97  17:33 


1 


P . 12 


Bespoke  Channels  Limited 

Page  II  of  15 


8.  Terms  and  Conditions  for  Supply  of  Telephone 
Services 

1 ■ Recital 

Bespoke  Charuiels  is  a provider  of  coinjiiercial  telephone  research  and  telephone  marketing  services  and  is.  in 
accordance  witli  tlte  tenns  of  tliis  AgreemeiU,  offering  its  Telephone  Services  to  establish  infoimation  or  promote  tlie 
Cliait's  business  in  accordance  with  the  Client's  requirements 


2.  Definitions 

hr  these  tent  .i  aiid  conditions  the  following  exptessiom  shall  have  the  foittiwing  meanings 
"Breach” 


"the  Client" 

"the  Company” 

"Intellectual  Property  Rights' 

“Interest" 

"Notice" 

"Paymenf'or  "Charges" 

"the  Proposal” 

"the  Campaign" 

"Agreement" 

"Terms  and  Conditions" 

3.  Terms  of  Trading 


means  the  happening  ot  any  of  the  en;ents  as  specified  in  section  B 
hereof, 

means  Input  I.iinited; 

means  Bespoke  Chaiinel.s  Ltd  of  Suite  10.  Quay  West  Business  Centre, 
Traftord  Wharf  Road.  Manchester.  M 1 7 IHTT; 

nteans  ail  copyriglits,  patents,  designs,  trademarks.styles.  know-how. 
confidential  information  Or  opinions,  whether  registered  or  unregistered 
relating  to.  expressed  in  or  incorporated  in  the  Proposal. 

means  the  rate  of  4%  per  annum  over  the  base  rale  from  lime  10  time  of 
the  Rank  of  Pngland: 

means  a notice  complying  with  the  terms  of  scelioii  C hereof  ; 

means  the  sum  ot  18456.00  payable  in  accordance  with  section  D 
hereof; 

means  the  proposal  attached  hereto  including,  without  limitation,  all 
and  every  document  referred  to  or  attached  thereto. 

means  the  entirety  of  the  work  as  agreed  upon  in  the  Proposal  by  both 
tlic  Company  and  the  Client 

these  Terms  and  Conditions  and  the  Proposal; 

means  these  terms  and  conditions  together  with  all  doemnents  referred 
or  attached  hereto. 


SECTION  A 


1 . llie  Tenns  and  Conditions  form  the  sole  basis  upon  which  the  C'ompaiiy  shall  contract  and.  accordingly,  no 
variation  of  these  Tenns  and  Conditions  shall  be  permitted  except  with  the  prior  written  consent  of  the 
Company. 

2.  In  consideration  of  tlte  Payments,  the  Cilient  appoints  the  Company  to  provide  T elephone  Services. 

3.  The  Company  and  the  Client  shall  jointly,  at  all  times,  retain  the  Intellectual  Propert)'  Rights  save  where, 
upon  the  agreement  of  the  ('ompany  (which  may  be  reasonably  refused),  the  Client  shall  request  to  be  the  sole 
retainer  of  the  Intellectual  Properly  Rights  This  shall  follow  the  completion  ot  the  Campaign  as  agreed  in  Ihe 
Proposal  and  the  scUlement  in  full  of  all  costs  and  tharges  incurred  by  tlie  Company  during  the  Ciampaigm 

Tlpon  receipt  by  the  Company  of  a reque.sl  in  writing  fiom  the  Client  lor  the  transfer  of  the  Intellectual 
Property  Rights,  the  Comp.-uiy  shall,  if  such  a request  be  granted,  transfer  to  Ihe  Client  the  Intellectual 
Property  Riglits. 
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10.  Schedule:  Authorisation  to  Proceed 

Activity:  a teleresearch  campaign  on  behalf  on  Input^ s client  British 

Telecom  to  ac4uire  primary'  data  for  a feasibility  study  on  a 
new  product  launch 

Objective:  To  obtain  75  completed  research  questioimaires  per  country 

from  the  UK,  France  and  Germany  and  to  obtain  50 
completed  research  questionnaires  per  counhy  from  Sweden 
emd  the  Netherlands  The  completed  research  questionnaires 
are  to  be  obtained  from  a sourced  database 


Tasks  Cost/£ 

Campaign  P^repararion  & Set-up  830.00 

incl  scripting,  database  manipulation,  GUI  design  & training. 

Project  Management  720.00 

Based  on  2 days  @ £360/ day,  incl  resourcing,  recruitment, 
scheduling  and  campaign  management 

Translation  Costs  616.00 

costs  inclusive  for  France,  Germany,  Sweden  and  the  Netherlands. 

Teletesearch: 

UK  - 75  completed  questioimaires  @ £14.70  peq^  1102.50 

France  - 75  completed  questionnaires  @ £19.60  pcq  1470.00 

Germam/  - 75  completed  questionnaires  @ £20.10  pcq  1507.50 

Sweden  - 50  completed  questionnaires  @ £22.10  pcq  1105.00 

Netlierlands  - 50  completed  questioimaires  @ £22.10  pcc|  1105.00 

Total  Invoice  8456.00 


Initial  Payment  4228.00 


Date:  Authorised  Signature  of  the  Client: 


All  sums  are  exclusive’  of  VA  T and  disbursements 

Bespoke  Channels’  Copy 


■ Per  completed  qiiestioiuiaire 
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Proposition  2 - Cross-Industry  SME  Business  Applications 

Telephone  Questionnaire  (T‘  Draft) 

Introduction  / Pre-Qualification 

(Ask  for  the  Owner,  Proprietor,  Managing  Director,  Financial  Director  or  Operations  Director) 

Good  morning/afternoon.  This  is . I am  calling  on  behalf  of  Input,  a major 

international  IT  consultancy.  We  are  currently  carrying  out  a strategic  study  for  a major  European 
IT  & Communications  Services  supplier,  who  is  trying  to  understand  eustomer  needs  in  order  to 
evaluate  the  potential  demand  for  a possible  new  range  of  products  and  services  aimed  at  improving 
cost-effectiveness  in  small  and  medium-sized  businesses.  I will  be  happy  to  share  with  you,  at  the 
end  of  the  interview,  the  identity  of  the  supplier. 

I would  stress  that  this  is  not  a sales  calls  or  a prospecting  exercise  - our  client  is  merely  trying  to 
understand  customer  needs.  However,  if  you  are  interested  in  being  kept  informed  about  possible 
developments,  we  would  be  happy  to  arrange  this. 

I would  like  to  ask  you  a few  questions  about  the  day-to-day  operations  of  your  company;  this 

should  not  take  longer  than minutes.  (If  respondent  too  busy,  make  appointment  to  call 

back  at  an  arranged  time). 

I should  like  to  start  by  clarifying  a few  details  about  the  company  and  your  role. 

Company/Respondent  Details 

Company  name:  

Location  (City  / Country);  

Line  of  business/sector:  (list  broad  SIC  categories?) 

Respondent’s  Job  Title:  

Department  / Division  

Telephone  no  (check  no  rung/ext.  correct)  

Number  of  employees  (a)  at  location (b)  in  the  country  

(if  not  available,  use  ranges  below) 

1 -5  

6-10  6-10  

11-20  11-20  

21-50  21-50  

51-100  51-100  

101  -200  101  -200  

> 200  > 200 


(If  fewer  than  10  employees  at  location,  politely  terminate  interview) 
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Approx,  annual  turnover; 


(if  not  available,  use  range  below) 

less  than  £1,000,000  

£1,000,001  -£5,000,000  

£5,000,001  -£10,000,000  

£10,000,001  -£15,000,000  

£15,000,001  -£20,000,000  

£20,000,001  - £50,000,000  

£50,000,001  - £100,000,000  

more  than  £ 1 00,000,000  

(If  turnover  less  than  £1, 000, 000  or  greater  than  £50, 000, 000,  politely  terminate  interview) 

IT  Infrastructure 

I would  next  like  to  ask  a few  basic  questions  about  your  current  IT  infrastructure. 

Number  of  PC’s  (a)  at  location  (b)  in  the  country  

(if  not  available,  use  ranges  below  & try  to  avoid  D/K) 

1 -5  

6-10  6-10  

11-20  11-20  

21-50  21-50  

51-100  51-100  

101  -200  101  -200  

> 200  > 200  

D/K  D/K 


Are  any  of  the  PC’s  networked? 

If  Yes,  how  many?:  or  % 

Are  any  PCs  or  the  network  linked  to  the  Internet? 
If  Yes,  how  many?:  or  % 


Yes  / No  / DK 

(if  number  not  available,  obtain  estimated  %) 

Yes  / No  / DK 

(if  number,  not  available,  obtain  estimated  %) 


Do  you  have  a mainframe  computer  with  centralised  data  processing?  Yes  / No  / DK 

Do  you  have  an  internal  dedicated  IT  or  Data  Processing  department?  Yes  / No 

Do  you  use  any  external  computer  bureau  or  remote  data  processing  services  Yes  / No  / DK 

What  is  the  approximate  annual  budget  for  PCs,  workstations,  associated  maintenance  and 
software?  (try  to  obtain  estimate)  : 

less  than  £5,000  

£5,001 -£10,000  

£10,001 -£25,000  

£25,001  -£50,000  

£50,  001  - £100,000  

£ 1 00,  00 1 - £250,000  

£250,  001  - £5000,000  

£500,  001  - £1,000,000  

more  than  £1,000,000  

Don’t  Know 
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Do  you  have  any  idea  how  this  is  split  between  hardware  and  software?  (Try  to  force  estimate) 
Hardware % Software % Don’t  Know 

If  answer  is  ‘Don’t  Know’,  ask: 

Is  that  because  it  is  difficult  to  keep  control  of?  Yes  / No 

If  answer  is  ‘Yes’,  ask: 

Why  do  you  think  that  is? 

(record  comments)  


Is  IT  mission-critical  to  your  business?  Yes  / No  / DK 

Do  you  feel  that  you  receive  value  for  the  investment  in  IT  that  you  have  made  Yes  / No  / DK 
Why  / why  not? 


Which  of  the  following  IT  issues  are  a problem  for  you?  Please  score  on  a scale  of  1 to  6,  where 
1 means  'strongly  disagree'  and  6 means  'strongly  agree' . 

(Interviewer:  please  rotate  order  of  issues) 


• Hardware  maintenance? 

• Upgrading  hardware  to  keep  pace  with  the 
demands  of  latest  software  releases? 

• Network  management?  (if  appropriate) 

• Different  business  applications  not  integrated, 
causing  separate  ‘islands’  of  information? 

• Ensuring  standardised  versions  of  software  and 
managing  provision  of  upgrades  and  fixes? 


Strongly 

Agree 

1 

Agree 

2 

Tend  to 
agree 

3 

Tend  to 
disagree 

4 

Disagree 

5 

Strongly 

Disagree 

6 

Thank  you.  Are  there  any  other  problem  areas  you  would  like  to  mention? 
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Applications 


I’d  now  like  quickly  to  run  through  a short  list  of  tasks  or  processes  and  ask  4 short  questions  about 
each.  The  questions  are: 

(a)  is  the  task/process  highly  relevant  to  your  business? 

(b)  does  it  present  a problem  in  terms  of  unit  transaction  cost  or  time? 

(c)  is  it  handled  electronically? 

(d)  is  it  done  externally? 


(Interviewer:  rotate  order  of  list) 


Self-assessment  for  taxation 

Financial  Accounting 

Bank  transactions 

Purchase  ordering 

Payroll 

Invoicing 

Debt  collection 

Word  processing  / Desktop  Publishing 
Customer  call  handling 
Sales  Order  capture 


(a) 

Highly 

relevant 

(b) 

Present  time  / 
cost  problem 

(c) 

Handled 

electronically 

(d) 

Done 

externallyy 

YES  / NO 

YES /NO 

YES/NO/DK 

YES/NO/DK 

YES  / NO 

YES /NO 

YES  / NO  / DK 

YES/NO/DK 

YES / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES  / NO 

YES  / NO 

YES  / NO  / DK 

YES/NO/DK 

YES  / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES  / NO 

YES  / NO  / DK 

YES  / NO  / DK 

YES  / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES  / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES  / NO 

YES  / NO  / DK 

YES/NO/DK 

YES  / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

Other  tasks?  (please  state) 


YES /NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES  / NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

YES /NO 

YES  / NO 

YES/NO/DK 

YES/NO/DK 

Attitudes  / Perceptions  / Issues 

Thinking  of  these  sorts  of  processes  and  applications,  I’d  like  you  now  to  imagine  a new  type  of 
service,  whereby  some  or  all  of  these  kinds  of  business  application  were  available  on  a different 
kind  of  basis. 

Imagine  a scenario  where  those  application  elements  you  require  could  be  provided  on  a 
subscription  basis  and  accessed  or  downloaded  via  the  telephone  network  (for  the  technically 
interested,  these  would  be  in  the  form  of  Java-enabled  applets)  to  low-cost  network  computers  or 
PCs.  This  would  effectively  remove  all  need  for  you  to  manage  and  control  your  own  PC  hardware 
and  software;  upgrades,  version  control,  licensing  etc.  would  all  be  automatically  taken  care  of. 
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On  a scale  of  1 to  6,  where  1 denotes  ‘Would  Strongly  Consider  ’ and  6 denotes  ‘Extremely  Unlikely 
to  Consider',  could  you  tell  me  whether  you  think  this  would  be  an  attractive  proposition  for  a 
company  such  as  yours:  (circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 

whether 

Unlikely  to 

Extremely 

Don't 

consider 

consider 

consider 

would 

consider 

Unlikely  to 

Know 

1 

2 

3 

consider 

4 

5 

consider 

6 

DK 

Alternatively,  if  such  a package  of  software  & hardware  products  were  available  for  you  to  operate  _ 
yourselves  (rather  than  managed  / downloaded  by  a 3'^“'  party),  would  this  be  a more  or  a less  i 
attractive  proposition?  On  the  same  scale  as  before,  would  you:  (circle  appropriate  number) 


Strongly 

consider 

Would 

Consider 

Might 

consider 

Doubtful 

whether 

would 

consider 

Unlikely  to 
consider 

Extremely 
Unlikely  to 
consider 

Don’t 

Know 

1 

2 

3 

4 

5 

6 

DK 

Similarly,  if  services  such  as  billing,  invoice  factoring,  ordering  and  call-centre  operation  were 
available  from  an  external  provider,  thereby  reducing  the  cost  of  your  internal  processes,  would 
you:  (circle  appropriate  number) 


Strongly 

Would 

Might 

Doubtful 

whether 

Unlikely  to 

Extremely 

Don’t 

consider 

consider 

consider 

would 

consider 

Unlikely  to 

Know 

1 

2 

3 

consider 

4 

5 

consider 

6 

DK 

Turning  now  to  issues  of  confidentiality  and  security.  Some  of  the  options  discussed  would 
involve  the  possibility  of  data  being  held  remotely  by  a 3'“*  party  on  your  behalf.  Which  of  the 
following  would  apply  in  such  a case  (tick  as  appropriate)  : 

• You  would  not  consider  any  option  where  you  did  not  physically  control  your  own  data  

• You  would  only  reluctantly  consider  such  an  option  

^ • You  would  consider  such  an  option  but  would  need  to  be  convinced  of  security  measures  

• You  do  not  believe  this  to  be  a major  issue  or  problem  

• Other  (please  note) 


Finally  in  this  section,  if  such  a package  included  the  option  either  to  purchase  or  to  rent  the 
required  hardware  (for  example,  network  computers),  which  would  you  be  likely  to  choose? 

Purchase  Rent  


Why? 
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Thinking  now  of  the  sort  of  company  which  might  supply  the  sorts  of  services  we  have  just 
discussed.  Imagine  that  you  are  in  the  market  for  such  services. 

On  a scale  of  1 to  6,  where  1 means  "absolutely  criticaV  and  6 means  "totally  unimportant',  how 
influential  would  supplier  ‘brand  name’  be  in  any  purchasing  decision? 


Absolutely 

critical 

Totally 

unimportant 

1 

2 

3 

4 

5 

6 

I am  next  going  to  run  through  a short  list  of  types  of  supplier  and  would  like  your  reaction  to  the 
likelihood  of  considering  them  for  this  type  of  service.  Once  again,  this  is  on  a 1 -6  scale,  where  1 
means  ‘Would  Strongly  Consider  ’ and  6 means  ‘Would  Not  Consider  At  All  ’ : 

(Interviewer:  rotate  order  of  list) 


• a major  telecommunications  company  such  as 
* BT  / France  Telecom  / Deutsche  Telekom  / 
Telia  / PTT  Nederland 

• a major  software  house  such  as  Microsoft 

• a major  IT  vendor  such  as  IBM 

• an  Internet  service  provider 

• some  other  organisation  (please  specify)  : 


* use  as  appropriate  for  UK/Fr/Ger/Swed/Neth 


Strongly 

Consider 

1 

2 

3 

4 

5 

Not 

consider 

6 

Costs  / Price  sensitivity 

(awaiting  cost  info  inputs  from  Marketing  team) 
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Other 

(for  discussion  Monday) 


Close 

Thank  you  for  your  time  and  valuable  input.  You  may  be  interested  to  know  that  the  company,  on 
behalf  of  which  we  are  conducting  this  research,  is  in  fact  British  Telecom. 

Record  reaction: 


Does  this  surprise  you?  Yes  / No 

If  Yes,  why  / If  No,  why  not : 


Would  you  consider  BT  to  be  the  type  of  company  capable  of  providing  the  sorts  of  services  we 
have  discussed  - on  a scale  of  1 to  6,  where  1 means  'totally  credible  ’ and  6 means  'no  credibility  ’ 


Totally 

Credible 

Reasonably 

Would  not 
have  thought 

Seriously 

No 

credible 

credible 

SO 

doubt  it 

credibility 

1 

2 

3 

4 

5 

6 

If  respondent  answers  4,5  or  6,  probe  for  reasons: 


As  I said  at  the  beginning  of  our  conversation,  if  you  are  interested  in  being  kept  informed  by  BT  of 
the  developments  of  a set  of  products  and  services  designed  to  alleviate  many  of  the  problems  we 
have  discussed  today  in  a cost-effective  manner,  then  we  will  be  happy  to  pass  your  name  to  BT. 

Yes  / No 

Thank  you  again  for  your  help  and  every  success  in  your  business. 
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Surname 

1st  Name 

MSniail  Add 

ornccTci 

ori'icc  Fax 

PP 

Addl 

A(|J3 

Town 

PiKtCnde 

Contact  Nos, 

Abraham 

Roger 

bllon  monecl 

01234  277672 

01234  215055 

9,  Fir  1 1 

Telecom  House 

25-27  St  Johns  Street 

Bedford 

MK42  0BA 

Cell:0850  719149  Voic:6002  666  1677 

Amev 

Phil 

bthc  azhipl 

01473  227010 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:0802  177304  Pgr:  0226913 

Austin 

Malcobn 

nlsu  miltonk 

01908  693254 

01908  693794 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  383661,  VB:  01426  914568 

Axlell 

Chris 

ntsu  miltonk 

01908  693276 

01908  693651 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  563977,  Pgr:0 1893809823 

Bailey 

David 

ntsu  miltonk 

01908  693691 

01908  695889 

214 

Phoenix  House 

202  Elder  Gate 

Milton  Keynes 

MK9  IBE 

Cell:  0850  706407  VC:  6002  6660625 

Bain 

Kenny 

btlon  dcsel  1 

0181  507  4663 

01708  753309 

58H 

4th  Fir,  Romford  ATE 

1 92  South  Street 

Romford 

RMI  ITR 

VC:  6002  6665056 

Baines 

Stuart 

ntsu  miltonk 

01908  693252 

01908  697120 

206 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9 IBE 

Cell:  0850  833764,  Pgr:  01893  204414 

Baker 

Robin 

btlon  stbecl 

0171  492  7712 

0171  492  7721 

lOlE 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

Cell:  0860  757865,  Pgr:  0893  374149 

Baker 

Barry  S 

ntsu  miltonk 

01908  693324 

01908  693651 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  540749,  VC:  6002  6660652 

Bale 

John 

btlon  dcsel  1 

01253  702096 

01253  702114 

Rm  1 

Hambleton  ATE  Belverdere’ 

Brick  House  Lane 

Hambleton 

FY69BG 

Cell  0860  628560 

Barman 

Lucy 

bthc  azhip  1 

01473  227075 

01394  673784 

337 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:0410  070524 

Banwell 

Nigel 

blwan04  oldpaul 

0171  250  7647 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC  IV  9PS 

VC:  6002  6660703 

Barber 

Daye 

ntsu  miltonk 

01908  693231 

01908  693651 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  903798,  VC:  6002  666  0657 

Barker 

Keith 

01708  741208 

01708  741270 

208 

Romford  South  ATE 

192  South  Street 

Romford 

RMI  ITR 

Barnard 

Alan 

btlon  dcsel  1 

0181  507  4656 

01708  753309 

58H 

4lh  Fir,  Romford  ATE 

1 92  South  Street 

Romford 

RMI  ITR 

Cell:  0802  780723  Voice:  6002  6660635 

Beaton 

Neil 

shce  brighlonlg 

01323  417122 

01323  417140 

201 

Neville  House  ATE 

31  St  Annes  Road 

Eastbourne 

BN21  2DD 

Cell:  0802  882063  VC;  6002  6662686 

Bedford 

Steve 

btwan04  oldpaul 

01509  265670 

01509  219052 

106 

Loughborough  TEC 

Little  Moore  Lane 

Loughborough 

LEll  ISF 

VC:  6002  6660677 

Beech 

Kevin 

bthc  azhip 1 

01473  227079 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0850  156975  Pgr:01893  906694 

Bell-Jones 

Alison 

bthc  azliipl 

01473  227955 

01394  674017 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0410021432 

Bennett 

Andy 

btlon  ettnw  1 

0171  728  7632 

0171  728  7773 

32/21 

Eusion  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:  0860  700632,  VB;  01426  975363 

Berry 

Harry 

bthc  azhip  1 

01473  227903 

01473  227025 

321/A 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr:  0332082,  Cell:  0850  947820 

Birtwistle 

Peter 

Btlon  ettnw  1 

01234  274907 

01234  215055 

RM:  11 17  TRAY  6 

Bedford  Telecome  Hse 

25/27  St  Johns  Street 

Bedford 

MK42  0BA 

Cell:  0802  765594 

Blaber 

Ken 

btwan04  olddipesh 

0171  492  9244 

0171  492  9222 

BC-MIS 

Kelvin  House 

123  Judd  Street 

London 

WC1H9N1" 

Pgr:  0000872717 

Blake 

June 

Btlon  HilseS 

0171  620  6058 

0171  620  1035 

312 

Hill  House 

133/150  Blackfriars  Road 

London 

SEl 8BA 

VC:  (5002)  630  7845 

Bolton 

Kevin 

btnor  tlcm64 

0161  600  2228 

0161  236  4633 

507 

Telecom  House 

91  London  Road 

Manchester 

M60  IHO 

Cell:  0802  906396,  VC:  6002  801  0223 

Bolton 

Rob 

0121  230  5415 

Berkley  House 

245  Broad  Street 

Birmingham 

B1  2HO 

Cell:0802  775  732 

Bolton 

Kevin 

btnor  tlcm64 

0161  600  2228 

0161  236  4633 

507 

Telecom  House 

9 1 London  Road 

Manchester 

M60  IHO 

Cell:  0802  906396,  VC:  6002  801  0223 

Bould 

William 

bllon  monec2 

0171  728  7335 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:  0802  765394,  VC:6002  666  2799 

Bray 

Chris 

btlon  stbecl 

0171  492  7704 

0171  492  7721 

lOlE 

St  Botolphs  House 

1 38  Houndsditch 

London 

EC3A  7ND 

VC:  6002  6660733 

Bristow 

Mick 

btlon  mlcsel 

01992  713601 

01992  714728 

RM  104 

Lea  valley  TSvC 

Britania  Road 

Waltiiam  Cross 

EN8  7NR 

Cell;  0850  797658,  VC:  6006  927  6100 

Broughton 

Steve 

btlon  dcsel  1 

01733  260792 

01733  59662 

WWTEC  93X 

Telephone  House 

Wentworth  Street 

Peterborough 

PEI  IBA 

Cell:0802  867039  VC:6002  556  0766 

Brown 

Robert 

btlon  monecl 

0171  492  5419 

0171  4925118 

376 

Mondial  House 

90-94  Upper  Thames  Street 

London 

EC4R  3UB 

Pgr:  0000430221,  VC;  6002  6660298 

Brown 

John 

btmww  brkbl  1 

01785  813418 

01785  815726 

02,  Room  2 

Stone  ATE 

Station  Approach 

Stone 

ST15  8ER 

Cell:  0860  8 15726,  VC:  6002  6662687 

Buchmaster 

Alan 

01323  417122 

01323  417140 

201 

Neville  House  ATE 

3 1 St  Annes  Road 

Eastbourne 

BN21  2DD 

Buckmaster 

Alan 

shce/brighlonlg 

013232  417122 

1323417140 

201 

Neville  ATE 

3 1 St  Anne's  Rd 

Eastbourne 

BN26  5AJ 

Cell:0410  350657 

Burgess 

Bill 

01442  237357 

01442  237391 

209 

Network  Hse 

Brindley  way 

Hemel  Hempstead 

HP3 9RR 

Cell:  0850  725814  Voice;6002  666  1681 

Burgoyne 

Simon 

bthc/azhipl 

01394  692052 

01394  674796 

350  A 

Anzani  House 

Trinity  Avenue 

Felixstow 

IPll  8XB 

Cell:  0802  868141  VC:6002  556  0517 

Bumev 

Jolui 

btmww  brkbl  1 

01782  288306 

01782  266901 

508 

Teleccmi  House 

Trinity  Street 

Stoke-on-Trent 

SRI 5ND 

VC:  6006  9790043 

Bums 

Kieron 

btlon  monec2 

0171  728  7310 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:  0802  870470  VC:  6002  666  2796 

Burrows 

Paul 

shce  brighlonlg 

01323  417122 

01323  417140 

201 

Neville  House  ATE 

31  St  Annes  Road 

Eiaslboume 

BN21  2DD 

Cell:  0802  882061  VC:  6002  6662685 

Burt 

John 

btmww  brkbl  1 

01782  288250 

01782  265822 

40  ID, 

Telecome  House 

Trinity  Sl,Hanley, 

Stoke  on  Trent,Staffs, 

STl  5ND 

Cell:  0802  781894 

Butler 

Malcolm 

btmww  brkbl  1 

0121  230  4745 

0121  236  0903 

523 

Berkley  House 

245  Broad  Sheet 

Bimiingham 

B1  2H0 

Cell:  0850  725815,  VC:  6002  6660310 

fiymand 

Alison 

bthc  azhipl 

01473  227901 

01394  673723 

321/A 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0850  634706 

Cabral 

Maria 

btlon  ettnw  1 

0171  728  5955 

0171  728  5956 

32/21 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Carey 

Steve 

bthc  azhipl 

01394  692055 

01394  674796 

350  A 

Anzani  House 

Trinity  Ayenue 

Felixstowe 

IPll  8XB 

Cell:0802  780737  VC:6006  656  6389 

Carlin 

Terry 

bthc  azhip  1 

01473  227027 

01473  227025 

311/E 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0802  217496 

Carr 

Andy 

btnor  llcni61 

0161  600  2241 

0161  236  4633 

507 

Telecom  House 

9 1 London  Road 

Manchester 

M60  IHO 

Cell:-0802  912945  V 11:6002  6660739 

Casey 

David 

bllon  hilse6 

0171  820  6363 

0171  820  6449 

207 

Edinburgh  House 

1 54  Kennington  Lane 

London 

SEIl 4EZ 

Cell:  0802  88 1952  VB:  6002  6660939 

Ceen 

David 

btlon  stbecl 

0171  492  7746 

0171  492  7721 

121 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

VC:  6002  7771920 

( ‘luidha 

Anju 

btlon  stbecl 

0171  492  7706 

0171  492  7721 

121 

St  Botolphs  House 

1 38  1 loundsdilch 

London 

EC3A  7ND 

Cell:  0850  721032,  VC:  6002  6665013 

Charles 

Peter 

bllon  hilseS 

0181  666  7866 

0181  666  7863 

OIGIO 

Delta  Point 

35  Wellesley  Road 

Croydon 

CR9  2YZ 

Cell:  0410  006148  VC:  6002  666  2349 

Chiles 

Deimis 

bimww  brkbl  2 

01203  556121 

01203  556579 

1.07 

Telephone  House 

Tlie  Butts 

CovenUy 

CVl  3TH 

Cell:  0850  795078  VC:  6006  6563001 
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Surnumc 

1st  Nunic 

MSmuil  Add 

Orfice  Tcl 

Office  Fax 

PP 

Addl 

Add’ 

Tmvn 

PiixlCode 

C!(»ntact  Nos.  I 

Chrisp 

David 

btlon  monec2 

01452  878829 

01452  300230 

Bldg,  Rm  2 

Gloucester  TE 

Bull  Lane 

Gloucester 

GLl  211G 

Cell:  0802  780720  VC:  6002  6662803 

Clarke 

Allan 

btmww  brkbl2 

0121  643  5336 

0121  230  5214 

16.16 

Berkley  House 

245  Broad  Street 

Birmingltam 

B1  2HO 

VC:  6006  9790117 

Clarke 

Colin 

bllic/azhipl 

01394  692053 

01394  674796 

350  A 

Anzani  House 

Trinity  Avenue 

Felixstow 

IPll  8XB 

Cell:  0802  772959  VC:  6002  6660391 

Colebrook 

Jerry 

shce  brightonlg 

01323  417122 

01323  417140 

201 

Neville  House  ATE 

3 1 St  Annes  Road 

Eastbourne 

BN21  2DD 

Cell:  0802  882062  VC:  6002  2509989 

Cook 

John 

ntsu  miltonk 

01908  693326 

01908  693253 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0802  927661,  VB:  01426  941965 

Corbould 

Anthony 

btlon  monec2 

0171  728  7315 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Pgr:  0000544898 

Cork 

Christine 

bthc  azhip  1 

01473  227992 

01394  673723 

321 /A 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPII  8XB 

Cull 

John 

btlon  ettnw  1 

0171  728  5921 

0171  728  5917 

32/31 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Pgr:  0732182 

Curran 

Chris 

btnor  tlanb  1 

0161  600  2234 

0161  236  4633 

507 

Telecom  House 

91  London  Road 

Manchester 

M60  IHO 

Cell:  0802  916960,  VC:  6002  8010221 

Dalton 

Graham 

bthc  azitip  I 

01473  227046 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:0860  728737 

Dangerfielii 

Ron 

btlon  sibecl 

0171  492  7744 

0171  492  7721 

121 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

VC:  6006  6566444 

Danielewicz 

Andy 

ntsu  miltonk 

01908  693407 

01908  693253 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Davis 

Gordon 

btlon/mlcse  1 

0171  820  6447 

0171  820  6449 

Room  207 

Edinburgh  House 

1 54  Kennington  Lane 

London 

SEll  4EZ 

Cell:  0802  881950  Voice:6002  666  0396 

De'Alh 

Paul 

btlon  sibecl 

0171  492  7748 

0171  492  7721 

121 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

Cell:  0860  866461,  Pgr:  0000856770 

Denny 

Steve 

btmww  brkbl  1 

0121  212  9863 

0121  236  2940 

G06 

Brindley  House 

101  Newhall  Street 

Biraiingham 

B3  IBD 

Cell:041  001  2733  Voice:6002  777  1420 

Devine 

Iain 

btnor  isuehl 

01506  430011 

01506  442395 

103 

Livingston  TEC 

Firth  Road  Houston  Ind  Est 

Livingston 

EH54  5EL 

Donnelly 

Gerry 

ntsu  miltonk 

01908  693372 

01908  693  253 

210 

Phoenix  Hse 

202  Elder  gate 

Miltonkeynes 

MK9  IBE 

Duckers 

Andrew 

btlon  monec  1 

01244  347939 

'01244  502788 

222 

Chester  ATE 

St  John  Street 

Chester 

CHI IDD 

Cell:  0860  807579,  VC:  6002  2112127 

Eccles 

Steve 

btmww  brkbl  1 

0121  455  5665 

0121  456  1461 

Rm6 

2nd  Floor 

52  - 54  Hagley  Road 

Birmingham 

B16  8PE 

Cell:  0850  725778,  VC:  6002  8010226 

Edwards 

Peter 

biwan04  oldpaul 

01206  769954 

01206  760740 

T3F 

Telephone  House 

West  Stockwell  Street 

Colchester 

COl IBA 

Cell:  0802  787071,  VC:  6002  6663616 

Edwards 

Peter 

btlon  stcub5 

0181  587  6259 

0181  587  7822 

4S.G.23 

Stockley  Park 

4 Longwalk  Road 

Uxbridge 

UBll  ITT 

Cell:  0860  626551,  VC:  6002  6660686 

Entwistle 

Pete 

btwanOd  oldpaul 

0171  250  6487 

0171  250  5249 

401 

4th  Floor 

211  Old  Street 

London 

EClV  9PS 

VC:  6002  6660639 

Evans 

Mike 

B TLON  MLCSEl 

0171  261  4525 

0171  261  4557 

503 

Hill  House 

133-150  Blackfriars  Road 

London 

SEl 8BA 

Flack 

Danny 

btlon  monec3 

01992  769351 

01992  714728 

RM  104 

Lea  Valey 

Britania  Road 

Waltham  Cross 

EN8  7NR 

Freeman 

Steve 

btlon  dcsel  1 

01733  260764 

01733  59662 

WWTEC  93X 

Telephone  House 

Wentworth  Street 

Peterborough 

PEI  IBA 

Cell:0802  067058  VC:6002  556  0770 

Frost 

Adrian 

bthc  azliipl 

01473  227989 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0802  775253  Pgr:01893  312737 

Gajewski 

Shirley 

btnor  tlcni6 1 

0161  600  2228 

0161  236  4633 

507 

Telecom  House 

91  Lx)ndon  Road 

Manchester 

M60  IHO 

VC:  6002  6660740 

Gardner 

Beverly 

btlon  mlcse  1 

0171  728  5108 

0171  728  5143 

32/52 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:  0850  791416,  VC:  6006  7772301 

Geddes 

Pat 

btnor  wstg21 

0141  220  5597 

0141  220  5903 

270 

Westergate 

1 1 Hope  Street 

Glasgow 

G26AB 

Gilbert 

Tony 

bthc  azliip  1 

01473  227984 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Gillies 

Ken 

btmww  brkbl 2 

0121  643  2663 

0121  230  5214 

16.16 

Berkley  House 

245  Broad  Street 

Bimiingham 

B1  2H0 

VC:  6006  9790119 

Gonzales 

Trevor 

btlon  DCSEl  1 

0171  250  7761 

0171  250  5249 

401a 

4th  floor 

211  Old  Street 

London 

EC1V9PS 

Voice:  6002  666  3644 

Good 

Greg 

btwan04  oldpaul 

0121  311  0221 

0121  311  0223 

Rectory  ATE 

Rectory  Road 

Sutton  Coldfield 

B75  7RU 

VC:  6002  6661841 

Goodridge 

Malcolm 

ntsu  miltonk 

01908  673423 

01908  693430 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  419796,  VC:  6002  6660668 

Gradwell 

Andy 

ntsu  miltonk 

01908  693426 

01908  693651 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0589  045991,  Pgr:  01893  857614 

Greenstreet 

John 

btlon  dcsel  1 

0171  250  6858 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC  IV  9PS 

Cell:0850  795049  VC:  6002  6669993 

Grist 

Michael 

bthc  azhip  1 

01473  227994 

01394  673784 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr:  0621456 

Hall 

Terry 

btnor  tlcmb  1 

0161  600  2229 

0161  236  4633 

507 

Telecom  House 

91  London  Road 

Manchester 

M60  IHO 

Cell:  0860  424640,  VC:  6002  8010224 

Harris 

Brian 

btlon  monec2 

0171  728  7318 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Pgr:  0000781380 

Harris 

Paul 

btmww  brkbl  1 

01792 561555 

01792 584386 

21C 

Gors  Road  TEC 

Gors  Road 

Swansea 

SAl  6SA 

Cell:0850  720775  VC:6006  656  6371 

Harrison 

Paul 

btlon  dcsel  1 

0181  507  4666 

01708  753309 

5811 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

Cell:  0850  786825,  VC:  6002  6660632 

Harvey 

Johnson 

btlon  hilseS 

0171  620  6068 

0171  620  1035 

312 

Hill  House 

133/150  Blackfriars  Rd 

London 

SEl 8BA 

VC:  (5002)  6307846 

Heathcole 

Pauline 

btlon  dcsel  1 

0161  927  2254 

0161  941  2637 

200 

Woodville  House 

2 Woodville  Road 

Altrincham 

WAI4  2AG 

Cell:  0850  778448,  VC:  6002  9461003 

Herbert 

Iain 

btlon  mlcse  1 

0171  728  7749 

0171  728  7773 

32/21 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Hems 

Adam 

btlon  dcsel  1 

01782  288673 

01782  266901 

108  A 

Telecom  House 

Trinity  Street 

Stoke-on-Trent 

STl  5ND 

Cell:  0802  780728 

Holden 

Trevor 

btmww  cmmsy  1 

0121  643  2310 

0121  643  4968 

5.19 

Berkley  House 

245  Broad  Street 

Birmingham 

B12HO 

Cell:0802  881951  Voice:6002  666  0779 

Holland 

Robert 

ntsu  miltonk 

01908  693653 

01908  693430 

206 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  611131,  Pgr:  0000817898 

Holt 

Steve 

psm  anzani 

01473  227987 

01394  673723 

321 /A 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr:  0702413,  Car:  0860  366407 

Honour 

Tonv 

ntsu  miltonk 

01908  673722 

01908  697120 

20^ 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell  0589  898016 

Hose  in 

Zalina 

blwan04  olddipesh 

0171  492  9303 

0171  492  9222 

BC-MIS 

Kelvin  House 

123  Judd  Street 

London 

WC1H9NP 

Howell 

Adrian 

bthc  azliip  1 

0860  338559 

350  A 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0860  338559  VC:  6002  666  2205 



Mark 

btmww  brkbl  1 

0121  643  2310 

0121  643  4968 

519 

Berkley  House 

245  Broad  Street 

Binningham 

B1  2110 

Cell:  0850  777369,  VC:  6002  6662405 
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Surnunic 

1st  Name 

MSniuil  Add 

Office  Tel 

JJfficc  Fax 

1»P 

AddI 

Add2^ 

Town 

PiistCiidc 

Contucf  No-s. 

Illingworth 

Peter 

btlon  dcsel  1 

0181  507  4667 

01708  753309 

5811 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

VC;  6006  6546443 

Jackson 

Colin 

bthc  azhipl 

01473  227948 

01394  673811 

325 

Anzani  House 

Felixtow, 

Ipswich 

IPIl  8XB 

Jackson 

Neil 

btlon  dcsel  1 

0171  250  6677 

0171  250  5249 

401 

4th  Floor 

211  Old  Street 

London 

EC  IV  9PS 

VC:  6002  6660631 

Jackson 

NoelR 

ntsu  miltonk 

01908  693264 

01908  693430 

207 

Phoenix  House 

202  Eldergate 

Milton  Keynes 

MK9 IBE 

Cell:  0860  928020,  VB:6002  666  0667 

Jefferies 

Steve 

btlon  DCSE 11 

01782  288669 

'01782  266901 

108  A 

Telecom  House 

Trinity  Street 

Stoke-on-Trent 

STl  5ND 

Cell;  0802  780725,  VC:  6002  6665100 

Jennings 

Terty 

btlon  mlcsel 

0181  666  1860 

0181  681  3507 

11C06 

Delta  Point 

35  Wellesley  Road 

Croydon 

CR9  2YZ 

Pgr:  4721937,  Cell:  0860  635810 

Johnson 

Harvey 

btlon  hilseS 

0171  620  6068 

0171  620  1035 

312 

Hill  House 

133-150  Blackffiars  Road 

London 

SEl  8BA 

Voice:  6002  666  3643 

Jones 

Shane 

btlon  mlcsel 

01582  403123 

01582  485689 

Rml3Hr7 

Luton  ATE 

Dunstable  Place 

Bedfordshire 

LUl 2QD 

Cell:  0850  236344,  VC:  6002  6662345 

Kaluaiv 

Cathy 

btnor  wstg21 

0141  220  5550 

0141  220  5903 

270 

Westergate 

1 1 Hope  Street 

Glasgow 

G26AB 

Kelly 

Paul 

btlon  dcsel  1 

0181  507  4658 

01708  753309 

5811 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

Cell:  0860  369089,  VC;  6002  6660633 

Kemp 

Mick 

shce  brightonlg 

01323  417122 

01323  417140 

201 

Neville  House  ATE 

3 1 St  Annes  Road 

Eastbourne 

BN21  2DD 

Cell:  0802  882065  VC:  6002  6663691 

Kirshner 

Max 

ntsu  miltonk 

01908  693408 

01908  693794 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell;  0860  359525,  VB:  01426  916613 

Knell 

Steve 

bthc  azhipl 

01473  227023 

01394  673723 

321D 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:  0850  743080,  VC:  6002  6663575 

Knijihi 

Tun 

Btlon  monec  1 

0181  301  5712 

0181  298  0915 

207 

BexlevheathTE 

313  Broadway 

Bexleyheatli 

DA6  8DU 

Cell:  0850  71 1 199  VC:  6002  666  2657 

Lahey 

Tom 

btlon  monec3 

01782  288342 

01782  283530 

106D 

Brick  Kiln  LaneTE 

Brick  Kiln  Lane 

Stoke-on-Trent 

ST4  7BS 

Cell:  0802  867888,  VC;  6006  9465642 

I.ane 

Malcolm 

btlon  dcsel  1 

0171  492  9200 

0171  492  9222 

BC-MIS 

Kelvin  House 

123  Judd  Street 

London 

WC1H9NP 

Cell:  0850  743246,  Pgr:  0000378330 

Lang 

Alastair 

btlon  hilse5 

01903  850067 

01903  850602 

Room  14 

Rustington  ATE 

Wonhing  Road 

East  Preston 

BN16  lAT 

Cell:  0802  775737  VC:  6002  7470017 

Langdown 

Mark 

btlon  monec2 

0171  728  7331 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:0802  765396  Voic:6002  666  2669 

Lavelle 

John 

btlon  mlcse  1 

01689  835376 

01689  821588 

108 

Orpington  TE 

Chislehurst  Road 

Orpington 

BR6  ODB 

Cell:  0850  753376  Voice:  927  6107 

Lavellel 

John 

btlon  mlcsel 

0171  492  7708 

01689  821588 

121 

St  Botolphs  House 

138  Houndsdilch 

London 

EC3A  7ND 

Cell:  0850  753376  Voice;  927  6107 

Lavin 

Paul 

btlon  dcsel  1 

0860  534307 

0161  904  8068 

310 

Timperley 

12  Shaftesbury  Avenue 

Altrincham 

WA15  7NW 

Cell:  0860  534307,  VC:  6006  6665051 

Lawrence 

Steve 

btlon  dcsel  1 

0171  829  4523 

0171  236  5006 

603 

Faraday  Building 

Queen  Victoria  Street 

London 

EC4V  4BU 

Layland 

Jenny 

btlon  eitnw  1 

0171  728  5954 

0171  728  5956 

32/21 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:0802  765574 

Lee 

Alan 

btlon  monec2 

0171  492  9272 

0171  492  9222 

BC-MIS 

Kelvin  House 

123  Judd  Street 

London 

WC1H9NP 

Cell:  0860  573860,  VC:  6002  7771448 

Levsen 

Steve 

btlon  dcsel  1 

0171  250  6861 

0171  250  5249 

4th  fir 

21 1 Old  Street 

Old  Street 

London 

EC1V9PS 

Cell:  0802  88 1950  VB:  6002  656  6491 

Lewis 

Pam 

btlon  mlcse  1 

0171  406  6500 

0171  406  6520 

110 

Warwick  House 

8/13  Great  Pulteney  Street 

London 

W1R3DG 

Cell:  0589  828402,  VC:  6002  6662225 

Lille 

Robert 

btwanOT  oldpaul 

0171  492  9305 

0171  492  9227 

BC-MIS 

Kelvin  House 

123  Judd  Street 

London 

WCIH  9NP 

Cell:  0850  795050,  VC:  6002  666121 1 

Liulemore 

Don 

btlon  hilse5 

0181  507  4655 

01708  753309 

58  H 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

Cell:  0589  017540,  VC:  6002  9465772 

Love 

Patrice 

Bthc  Azhipl 

01473  296231 

01473  227025 

321e 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Lynch 

Michael 

btmwwbrkbll 

01244  671334 

01244  671328 

33 

Chester  Sth  TE 

Old  Wrexham  Road  ,Hanbridge 

Chester 

CHI 6BS 

Cell:  0860  622368,  VC:  6006  9465704 

Matthews 

Michael 

btlon  monec2 

0171  728  5934 

0171  728  5935 

32/51 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:0802  765573  Pgr:  2888563 

McConnell 

Derek 

btlon/dcsel  1 

01642  243122 

01642  243422 

2CDH 

2nd  Floor 

Dundas  St 

Middlesbrough 

TSl  IBA 

Cell;0802  852210  VC:  6002  6669989 

McGuckion 

John 

btlon  stbec  1 

0171  492  7707 

0171  492  7721 

lOlE 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A7ND 

Cell:  0802  156851,  VC:  6002  7771960 

McNamara 

Margaret 

btwanOd  oldpaul 

0171  250  6355 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC  IV  9PS 

Cell:  0585  495177,  VC:  6002  6663030 

McNamee 

Jimmy 

btnor  tlcmbl 

0161  600  2232 

0161  236  4633 

507 

Telecom  House 

9 1 London  Road 

Manchester 

M60  IHO 

Cell:  0585  583326,  VC:  6002  8010225 

Midson 

David 

btlon  hilseS 

0171  620  6065 

0171  620  1035 

312 

Hill  House 

133-150  Blackffiars  Road 

London 

SEl  8BA 

VC:  6002  6665127 

Milne 

Jim 

btlic  azhip  1 

01473  296221 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr;  0253086 

Minzey 

David 

ntsu  miltonk 

01908  693414 

01908  693253 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell:  0860  374465,  VB:  01426  951066 

Moltlram 

Peter 

bthc  azhip  1 

01473  227908 

01394  673723 

321/B 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell:0589  311143 

Moran 

Simon 

01908  693360 

01908  693253 

210 

Phoenix  House 

Eldergate 

Milton  Keynes 

MK9  IBE 

Cell:0860  397813 

Morris 

Jean 

0161  600  2228 

0161  236  4633 

507 

Telecom  House 

91  London  Road 

Manchester 

M60  IHQ 

Morroll 

Gerry 

ntsu  miltonk 

01234  277986 

01234  215055 

9,  Room  1 1 0 

Telecom  House 

25-27  St  Johns  Street 

Bedford 

MK42  0BA 

Cell:  0850  729929,  VC:  6002  6660740 

Mowbrev 

Mark 

btlon  stbec  1 

0800  877749 

0171  492  7721 

121 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

Nicholls 

Ray 

ntsu  miltonk 

01908  693046 

01908  695889 

214 

Phoenix  House 

202  Elder  Gate 

Milton  Keynes 

MK9  IBE 

Cell:  0410  005  449  VB:6002  361  0097 

Nichols 

Tim 

0171  728  7565 

0171  728  7773 

13/21 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell:0410  302  872 

O'Brien 

Kevin 

01284  725  286 

01284  725  334 

IM02 

20  Wltiting  St 

Bury  Street 

Suffolk 

IP33  INS 

Cell:  0410  302  758  Voice:  6002  357  0137 

Ogden 

Steve 

btnor  Alcls3 

01274  375320 

01274  375296 

603 

Telephone  House 

1 1 Broadway 

Bradford 

BDl IBA 

Cell:  0802  852209  VC:  6002  6662017 

O'Reilly 

Susan 

btlon  dltcrl 

0181  666  1874 

0181  681  3507 

11C06 

Delta  Point 

35  Wellesley  Road 

Croydon 

CR9  2YZ 

Omishaw 

John 

btlon  mlcsel 

01895  625421 

01895  625431 

103 

RuisIipTE 

High  St 

Middlesex 

HA4  7BJ 

VC:  6002  6662320 

Patlerstm 

Richard 

ntsu  miltonk 

01908  693317 

01908  693430 

207 

Phoenix  House 

202  Elder  gale 

Milton  Keynes 

MK9  IBE 

Cell:  0860  826868,  Pgr:  0000887340 

Pearce 

Bob 

btlon  mlcsel 

0171  829  4521 

0171  236  5006 

603 

Faraday  Building 

Queen  Victoria  Street 

London 

EC4V  4BU 

Cell:  0850  268163,  VC:  6006  9276108 

Pereira 

Carlyle 

ntsu  miltonk 

01908  693395 

01908  693253 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

TELDIR.XLS 


Page  3 


Issue  No:  5(02/01/1997) 


^ Systems  Product  Launch  - Staff  in  Post 

f t 


1st  Name 

MSimiil  Add 
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ornce  Fax 
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Addl 
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Colette 

0161  600  2777 

0161  236  4633 

507 

Telecom  House 

9 1 London  Road 

Manchester 

M60  1110 

Cell; 

Bob 

bilon  monec  1 

01452 878828 

01452  300230 

Bldg,  Rm  2 

Gloucester  TE 

Bull  Lane 

Gloucester 

GLl 2HG 

Cell;  0850  701005,  VC;  6006  9790005 

Michelle 

btlon  dcsel  1 

0181  507  4659 

01708  753309 

58H 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

VC;6002  5560829 

John 

bthc  azhipl 

01473  227981 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IP  11  8XB 

Pgr;  0208904,  Cell;0402  000419 

Andy 

btnor  tlcmbl 

0161  600  2239 

0161  236  4633 

507 

Telecom  House 

91  London  Road 

Manchester 

M60  IHO 

Cell;  0860  628364,  VC;  6002  8010222 

Clive 

btlon  hilse5 

0181  666  7855 

0181  6667863 

OlGOl 

Delta  point 

35  Wellesley  Road 

Croydon 

CR9  2YZ 

Cell;  0410  005448  VC;  6002  6662346 

Richardson 

John 

ntsu  miltonk 

0121  455  5683 

0121  452  1657 

NETEC 

4th  Floor 

52  - 54  Haglev  Road 

Bimiingham 

B16  8PE 

Cell;0860  525  347  VC;6002  6663358 

Rickards 

John 

btlon  micsel 

0171  406  6610 

0171  406  6520 

110 

Warwick  House 

8/13  Great  Pultney  street 

I^ondon 

W1R3DG 

Cell;  0410  046879,  VC;  6002  6662665 

Rigione 

Salvatore 

bimww  brkbl2 

0121  643  4933 

0121  643  4544 

16.16 

Berkley  House 

245  Broad  Street 

Birmingham 

B1  2110 

Cell;0802  781  898  VC;6002  6660755 

Rogers 

Lee 

btlon  ettnw2 

0171  728  7085 

0171  728  5143 

32/52 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

VC;  6002  666  36109 

Rooney 

Brian 

btlon  dcsel  1 

0141  776  5856 

0141  776  1498 

2 

Kirkintilloch  ATE 

39  Donaldson  Street 

Kirkintilloch 

G66  IXE 

Cell;  0802  780732  VC;  6002  666  3716 

Sargent 

Nicholas 

bhhc/azhipl 

01394  692051 

01394  674796 

350  A 

Anzani  House 

Trinity  Avenue 

Felixstow 

IP  11  8XB 

Cell;  0802  775741  VC;6002  666  0392 

Sellar 

Rick 

btlon  monec  1 

01702  372134 

01268  734773 

Rm205 

Wickford  ATE 

Market  Avenue 

Wickford 

SSI2  0AD 

iCell;  0850  702487,  VC;  6002  7470009 

SherraU 

Peter 

btlon  dcsel  1 

0181  507  4694 

01708  753309 

58H 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

VC;  6003  8221221 

Simmonds 

John 

btlon  hilseS 

0802  912854 

01784  740311 

503 

Hill  House 

133-150  Blackfriars  Road 

London 

SEl  8BA 

Cell;0802  912854  Voice;6002  666  2588 

Simpkins 

David 

0161  600  2645 

0161  236  4633 

507 

Telecom  House 

9 1 London  Road 

Manchester 

M60  IHO 

Cell; 

Slator 

Phil 

btlon  dcsel  1 

0181  507  4660 

01708  753309 

5811 

4th  Fir,  Romford  ATE 

1 92  South  Street 

Romford 

RMl  ITR 

Cell;  0860  743120,  Pgr;  489991 

Smith 

Joanne 

bthc  tlcmk  1 

01234  277983 

01234  215055 

1110 

Telecom  House 

25-27  St  Johns  Street 

Bedford 

MK42  0BA 

Smith 

Malcolm 

bthc  azhipl 

01473  227988 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell;  0410  060983,  Pgr;  01893  316932 

Smith 

Alan 

btnor  wstg21 

0141  220  2725 

0141  248  1807 

270 

Westergate 

1 1 Hope  Street 

Glasgow 

G2  6AB 

Cell;  0860  364562,  VC;6002  21 12124 

Smith 

Alison 

bthc  azhip 1 

01473  227086 

01473  227025 

321/E 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Smith 

Qiristine 

btlon  stbecl 

0171  492  7327 

0171  492  7721 

lOlE 

St  Botolphs  House 

1 38  Houndsditch 

London 

EC3A  7ND 

VC;  6002  6661840 

Smith 

Paul 

01473  227024 

01394  673811 

3235 

Anzani  House 

Trinity  Avenue 

Felixstow 

IPll  8XB 

Pgr;2225189 

Doug 

btwan04  oldpaul 

0171  250  5229 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC1V9PS 

Cell;0802  780717  Voice;6002  6669990 

Stacey 

Jolin 

btlon  mlcse  1 

01708  741203 

01708  741270 

208 

Romford  South  ATE 

192  South  Street 

Romford 

RMl  ITR 

Stephens 

Paul 

btlon  micsel 

0171  728  7635 

017  1 728  7773 

32/21 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Stevens 

Jerry 

btlon  stbecl 

0171  492  7731 

0171  492  7721 

121 

St  Botolphs  House 

138  Houndsditch 

London 

EC3A  7ND 

VC;  6002  7771950 

Sukumaran 

Suresh 

btlon  hilse5 

0171  620  6007 

0171  620  1035 

312 

Hill  House 

133-150  Blackfriars  Road 

London 

SEl  8BA 

voice;  (5002)  6307811 

Sullivan 

Ellen 

btlon  monec3 

0181  507  4544 

01708  753309 

58H 

Romford  sth  TE 

198  South  St 

Romford 

RMl  ITR 

Sykes 

Nigel 

btwanOd  oldpaul 

01509  260121 

01509  219052 

106 

Little  Moor  Lane  TEC 

Little  Moor  Lane 

Loughborough 

LEU  ISF 

Cell;  0850  795051  VC  6002  666  0674 

Taylor 

Steve 

psmanzani 

01473  227078 

01394  674017 

321/C 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr;  0893  316593,  VC;  6002  6662793 

Tedeschi 

Ian 

ntsu  miltonk 

01908  697234 

01908  693430 

207 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9 IBE 

Cell;  0802  765543  VC;6002  2750431 

Andrew 

ntsu  miltonk 

01908  697134 

01908  695889 

214 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell;  0860  334569,  VC;  6002  6660648 

Towner 

Ian 

ntsu  miltonk 

0121  643  6764 

0121  230  5214 

16.16 

Berkley  House 

245  Broad  Street 

Bimiingham 

Bl  2110 

Triggs 

Mick 

btlon  dcsel  I 

0181  507  4657 

01708  753309 

58H 

4th  Fir,  Romford  ATE 

192  South  Street 

Romford 

RMl  ITR 

Cell;  0860  397414,  VC;  6002  6660630 

Turner 

Allan 

btlon  mlcse  1 

0171  388  9798 

0171  728  5917 

32/30A 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell;0802  765  583 

Tyler 

Alan 

btwan04  oldpaul 

0171  250  5211 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC  IV  9PS 

VC;  6002  6669987 

Walker 

Robert 

bthc/azhipl 

01473  227003 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Pgr;  0208917 

Webb 

Les 

btlon  dcsel  1 

01782  288673 

01782  266901 

108A, 

Trinity 

Hanley 

Stoke  on  Trent 

STl  5ND 

Cell;  0802  775745  VC;60002  21 1 5897 

Webb 

Dave 

ntsu  miltonk 

01908  693388 

01908  693253 

210 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Voice;6002  250  9997 

Welch 

Dave 

btlon  hilseS 

0802  912855 

01732  848538 

503 

Hill  House 

133-150  Blackfriars  Road 

London 

SEl  8BA 

Cell;0802  912855  VC;  6002  5560506 

Westbrook 

Gary 

btlon  dcsel  1 

0171  250  6868 

0171  250  5249 

401 

4th  Floor 

21 1 Old  Street 

London 

EC1V9PS 

CEl-L;  0802  852212  VC;  6002  6662245 

Westwell 

Antlionv 

btnor  llcm61 

01254  393210 

01254  398511 

1st  Fir 

Accrington  TE 

2 Bank  Street 

Accrington,  Lancs 

BB5 IHH 

Cell;  0860  513766,  VC;  01426  918904 

Mark 

btlon  monec2 

0171  728  7332 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell;  08027  65395 

Whitbread 

Roger 

ntsu  miltonk 

01908  693416 

01908  697120 

206 

Phoenix  House 

202  Elder  gate 

Milton  Keynes 

MK9  IBE 

Cell;  0860  334455,Voice;6002  777  1600 

White 

Robert 

btlon  monec2 

0171  728  7316 

0171  728  7446 

32/05 

Euston  Tower 

286  Euston  Road 

London 

NWl  3DG 

Cell;0802  870  469  VC;6002  666  2795 

Whitehead 

Trevor 

btlon  monec  1 

0171  820  6352 

0171  820  6354 

202 

Edinburgh  House 

1 54  Kennington  Lane 

London 

SEll 4EZ 

Cell;0802  156710  VC;6002  666  2666 

Whiting 

Richatd 

btlon  monec  1 

01474  814506 

01474  813903 

12 

Meopham  ATE 

Green  Lane 

Kent 

DA13  0ET 

Cell;  0850  488123,  VC;  6002  9465750 

Woolten 

Julian 

bthc  azhipl 

01473  227033 

01394  673811 

325 

Anzani  House 

Trinity  Avenue 

Felixstowe 

IPll  8XB 

Cell;  0850  882202,  VC;  6002  6660283 

Workman 

Alex 

btlon  hilseS 

0181  666  7855 

0181  666  7863 

OlGOl 

Delta  Point 

35  Wellesley  Road 

Croydon 

CR9  2YZ 

Cell;  0410  005450  VC;  6002  666  2368 
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TH.D1R.X1.S 


Systems  Product  Launch  - Staff  in  Post 
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Issue  No;  5 (02/01/1997) 


INPUT 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 
Tel;  +44(0)1753  530  444 


Fax:  +44(0)1753  577 

FAX  TRANSMITTAL 

Date: 

13/03/97 

Confidential  Y / N 

TO: 

Name: 

Mr  Terry  Carlin 

Urgent;  Y / N 

Tel.  No; 

Company: 

BT 

Page:  1 of  9 

Fax  No: 

01394673723 

File: 

0/f7S  2.2L~lo7^^ 

Chron 

FROM: 

Chris  Harris 

Contact 

SUBJECT: 

REVISED  CUSTOM  PROPOSAL 

Other 

Dear  Terry 

Further  to  our  meeting  on  Monday,  we  have  pleasure  in  submitting  our  revised  eustom  proposal  for  Project 
TAO.  This  aims  to  be  as  specific  as  possible  and  name  names  where  possible.  In  this  regard,  Steve  Holt 
mentioned  to  us  in  the  preselection  period  that  Rob  Bolton  and  David  Simpkins  could  be  made  available  for 
specific  tasks,  and  we  have  taken  up  his  offer  on  this.  We  are  also  trying  to  integrate  our  activities  with  the 
work  of  the  M B A.  student  that  Peter  Moldram  has  arranged.  To  this  extent,  early  feedback  from  his 
research  is  important. 

May  I also  draw  your  attention  to  the  tight  timescale  for  the  Proposition  One  conference  format.  I would 
be  very  grateful  if  you  could  keep  a watching  brief  of  this  at  your  end. 


The  good  news  (I  hope)  is  that  the  vertical  focus  has  not  had  a undue  impact  on  the  fees,  especially  if  we 
can  make  use  of  Rob  and  David  productively. 


If  you  have  any  questions  at  all,  please  do  not  hesitate  to  contact  me.  Your  early  return  of  page  seven  of 
the  proposal  would  be  appreciated. 


ifcerely 


■5Cr 


ifns 


Principal  Consultant  for  Custom  Research 


BT13/3/97 


INPUT 


INPUT* 


Cornwall  House 
55-77  High  Street 
Slough,  Berkshire,  SL1  1DZ 

Tel:  +44  (0)  1753  530  444 

Fax:  +44  (0)  1753  577  311 


FAX  TRANSMITTAL  FORM 


Date: 

TO;  Name: 

Tel.  No: 
Company; 
Fax  No: 

FROM: 

SUBJECT; 





CUmc 


Confidential;  Y / N 
Urgent;  ^ / N 

Page;  1 of  ^ 
File:  Chron 

Contact 
Other 
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Page  1 


Fax  Form  5/96 


Confidential  --  INPUT 


IT  Infrastnicture/Business  problems  - Merge  under  one  heading  of  IT  infrastructure. 

Page  two  -OK 
Page  Three  -OK 
Page  Four  (see  below) 

1 would  like  to  keep  this  section  succinct  given  that  BT perceives  the  main  benefit  of  proposition  two  as  offering 
value  adding  benefits  rather  than  cost  reduction. 


• Is  IT  mission  critical  to  your  business? 


YES/NO/DK 


• Do  you  feel  you  get  value  for  the  investment  in  IT  that  you  have  made? 
WhyAVhy  not?_ 


YES/NO 


Which  of  the  following  IT  issues  are  a problem  for  you?  Please  score  on  a rating  scale  of  1 to  6 where  1 means 
‘strongly  disagree’  and  6 means  ‘strongly  agree’,  (interviewer  - please  rotate  order) 

• Hardware  maintenance?  12  3 4 

• Upgrading  hardware  to  keep  pace  with  the  demands  of  latest  software  releases?  12  3 4 

• Network  management?  (if  appropriate)  12  3 4 

• Different  business  applications  not  integrated,  causing ‘islands  of  communication’?  12  3 4 

• Ensuring  standardised  versions  of  software  and  managing  provision  of  upgrades/fi.xes?  12  3 4 


5 

5 

5 

5 

5 


6 

6 

6 

6 

6 


(David,  use  the  table  you  had  for  1-6:  this  is  a shorthand) 


Page  5 - Which  of  the  following  tasks  are: 

a)  Highly  relevant  to  your  business? 

b)  Present  a problem  in  tenns  of  unit  transaction  cost  or  time? 

c)  Handled  electronically? 

d)  Done  externally? 

Please  answer  yes  or  no.  Interviewer:  rotate  order  of  list 


a)  Highly  relevant? 

b)  Present  a problem? 

c)  Handled 
electronically? 

d)  Done 
externally? 

Self  assessment  for  taxation 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Financial  Accounting 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Bank  transactions 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Purchase  ordering 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Payroll 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Invoicing 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Debt  collection 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Word  processing/Desktop  publishing 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Customer  call  handling 

YES/NO 

YES/NO 

YES/NO/DK 

YES/NO/DK 

Other  task:  please  state 

Page  6 - OK 

Page  7 - add  in  ‘rotate  the  question’  for  table  two  and  limit  decisions  to: 

• An  Internet  service  provider 

• A major  IT  company  such  as  IBM 

• A major  telecommunications  company  such  as  BT*/France  Telecom/  Deutsche  Telekom/  Telia/  PTT  Nederland 
*use  as  approporiate  for  UK/F/D/Swe/NL 

• A major  software  house  such  as  Microsoft 


Some  other  organisation?  Please  specify 


Page  8 - await  BT’s  response 
Page  9 - OK 


David  - 1 hope  that  I have  not  been  too  brutal.  Please  keep  hold  of  your  existing  version  so  that  we  may  offer 
alternatives  to  BT. 


Chris 


Vx.'. 
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Professional  Services 
Equipment  Services 
Systems  Software 
Turnkey  Systems 
Application  Software 
Processing  Services 
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Systems  Integration 
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Business  Services 


Central  Government 


Local  Government 


Education 


Healthcare 


Insurance 


Banking  & Finance 


Wholesale  Distribution 


Retail  Distribution 
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Vao  Proposition  2 
System  Rental  Services 


Machine 


OA  Software 


On-line 
Selection  1 


mm 

On-line 
Selection  2 

Tao  Application 
Software 


ISV  Application 
Software 


On-line 
Selection  3 


Remote  Facilities  Management 
Kevin  O’Brien  - VI  - Mar  97 


Option  A 


Option  B 


Option  C 


Option  D 


I’ao  Propositfon  3 
Solution  Services 


PC  Citrix  Virtual 
Machine 


Web  World  Router 


Purchase 
Selection  1 


Purchase 
Selection  2 


Tao  Application 
Software 


Purchase 
Selection  3 


ISV  Application 
Software 


Kevin  O’Brien  - VI  - Mar  97 
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Notes  from  Start-up  Meetings  with  BT  - Project 


Location: 

Date: 


Felixslowe 

53/91 


MEETTNC.  1 
Present:  RT : 

Inpul: 


Peter  Moldram 
Alison  Ryrnand 
Rob  Rollon 
Cbris  Harris 
David  Parnell 


Main  pomts: 

• Rob  Rollon  will  acl  as  prime  RT  conlacl  "galeUeeper" 

• priinaiy  focus  of  research  project  is  to  produce  iiifoiinatioa  data  to  feed  directly  into  the  Business 
Plan 

• this  research  is  regarded  as  key  to  the  Business  Plan;  the  BT  team  sti'ongh'  believes  Taa  to 
represent  a good  oppoi1unit>',  but  needs  to  substantiate  this 

• Tnpiil  pointed  oul  Ibal,  given  Ibe  timescales  and  scope  of  Ibe  proposed  research,  precise  market 
quantidcation  should  not  be  expected  - this  is  due  bcUb  to  the  scale  of  the  interview  programme 
and  to  the  embryonic  nature  of  the  markel'lechnologies  involved 

• distinction  between  Proposition  I and  Proposition  2 (see  proposal  documentation)  stressed:  veiy 
ditYerent  respondents  involved:  likely  to  be  senior  I’l  felecoms  management  for  Prop.l  but  MD  s 
for  Prop. 2. 

• Prop.l  can  be  seen  as  repackaging  o(  traditional  Systems  Integration  but  with  a reduced  bespoke 
element,  and  aimed  at  the  larger  customer  (allhougb  probably  not  large  MNCs) 

• Prop. 2 aims  at  the  smaller  "mass'’  business  market,  using  Internet  Intranet  teclmologv'  and  offeiing 
remote  access  to  "application  fanns"  over  die  network  on  a rental  subscription  basis 

• RT  has  larsie  quantities  of  inlbrmalion  on  NC's  Internet  Intranet  etc.  Rut  not  what  this  means  to 
the  customer  - ie.  the  potential  impact  on  business  decisions  to  purchase  applications,  solutions 

• another  piece  of  research  cuixently  being  earned  out  by  a student  on  the  UK  Retail  Banking  sector 
- there  may  be  usefiil  links  with  the  cuirent  project 

• high  level  view  on  the  impact  of  the  NC  on  the  market  can  be  made  available  by  RT 

• BT  strengths:  existing  network 

knowledge  of  NCs 

building  customer  sendee  systems 

sales  .suppoit 

field  suppoit/scheduling 

• but  some  applications  needed  from  areas  where  RT  has  no  expertise  (eg.  HR,  .Accounting),  hence 
partnering  or  buying  in;  what  suppliers  should  RT  be  considering?  (currently  talking  to  Sun  & 
Oracle,  but  advice  on  others  welcome) 

• research  project  needs  to  stand  back  fi'om  teclmology 


1 


DTST.-Ul-1.DOC  / DCF 


From:  David  Parnell  To:  Chris  Harris 


Date:  Time:  13:49:21 


Page  3 of  4 


• 3 pilots  for  Proposition  1 (although  onl\'  iinploinciiting  pari-i  of  the  waluo  proposition  and  possibly 
overlapping  somewhat  with  Prop. 2)  cuiTenth'  being  nui  with  Lincolnshire  Police.  Metropolitan 
Police  and  KDM  (timber  trading)  and  3 others  under  negotiatiom  possibility-  discussed  of  access 
lo  pilots  lor  input  to  research  project  and  agreed  in  principle 

• main  potential  problem  of  Proposition  1 is  interfacing  with  cuiTcnt  legacy  systems  and  associated 
maintenance  issues;  B'l'  is  aiming  for  a 90“  o standardised  package  with  little  complex  bespoke 
application  work;  Input’s  initial  feeling  was  that  this  could  elTectively  exclude  much  of  the  large 
customer  market  and  seriously  question  the  viability  ofProposition  1 . 

• one  potential  issue  of  Prop. 2 is  the  remote  holding  of  customer  data  - customer  perception  of 
security'.-’ 


• customer  segmentation  needs  to  be  agreed;  RT's  own  customer  base  segmented  by  value/'number 
of  lines;  suggested  segmentation  in  RT  proposal  documentation  based  on  number  of  users;  Input 
needs  to  consider  what  is  appropriate 

• Input  (Cll)  to  supply  list  of  SAP  users 

• issue  of  market  channels:  marketing  strategy  fairly  well-dellned  - Gail  Gra\ett’s  team  reporting 
back  12  March;  also  producing  likely  costs  (Prop. 2);  this  input  is  needed  for  the  project 

• it  was  suggested  that  Input  .should  initially  therefore  concentrate  on  developing  the  questiomiaire 
etc  for  Prop.  1 

• it  was  agreed  that  RT  would  gi\e  Input  access  to  the  existing  drall  Rusiness  Plan 

• it  was  agreed  that  input  should  attend  the  Tao  team  meeting  at  11am  on  Monday  10  3;  Cll  to 
present  oven-iew  of  ^•ertical  market  trends 

• meeting  with  Terry  Carlin  scheduled  for  4pm  on  10/3 


MEETTNC  2 


Present: 


RT: 

Input: 


Kevin  O’Rrien 
Rob  Rolton 
Chris  Harris 
David  Parnell 


\kim  points: 

• KO’R  explained  the  background  and  e\’olution  of  the  project 

• so  far  B'f  has  been  using  "ball-park”  numbers  (based  oii'extrapolated  fi'om  IDC  PC  sales  data)  for 
market  sizing 

• this  has  apparently  indicated  an  extremely  large  market  opportunity 

• keen  to  proceed  but  need  more  confidence  in  hue  market  size 

• how  to  position  RT  and  its  ollering? 

• which  segments  of  the  market  should  be  targeted  (especially  outside  the  LhC)'.’ 

• what  are  the  market’s  preferences'?;  what  drives  the  customer'?;  what  applications  are  required'?; 
what  channels  are  appropriate'? 

• do  the  drivers  look  different  in  different  countries?  (eg.  perception  of  issue  of  ’releasing’  staff) 

• to  which  suppliers  would  customers  turn  to  meet  such  requirements'?  (credibility  of  RT'?) 
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Init  KO’B  sees  key  question  as  inai'ket  sizing:  chamiel  less  iinpoitant  for  initial  business  case 
although  infoiination  would  be  \’eiy  usefiil 

Tnpul  again  stressed  the  inability  of  such  a study  to  produce  dellnitive  sizing  data,  particularly 
with  such  a detailed  proposed  segmentation  scheme 

it  was  noted  that  the  Tao  Business  Case  will  not  include  incremental  network  re\'enues.  onl\' 
revenues  fi-om  the  applications  sendees  supplied 


• possible  eventual  integration  with  EDT/cashless  transactions  (importance  of  this  area  stressed  by 
Input) 

• BT  could  offer  billing  services  (has  large  inliouse  capabilit\') 


* 


RT  strong  on  network  security  issues  / encryption  etc. 

problem  of  integration  with  legacy  systems  (Prop.l)  again  discussed:  this  not  seen  as  a problem  in 
de\^eloping  countries,  but  could  pose  a significant  issue  in  developed  countries  with  larger 
customers 


• Business  Plan  is  directed  at  Investment  Committee  (ie.  Peter  Ronlield  er  al) 

• agreed  impoitance  of  separating  out  research  needed  for  the  Business  Plan  versus  that  needed  for 
Operational  purposes:  the  latter  can  be  addressed  at  a later  stage 

• KO'R  sees  international  opportunities  as  mostly  outside  Europe,  in  developing  countries, 
especially  .Asia,  although  the  initial  thrust  needs  to  he  in  Europe 

• KO’B  believes  need  to  concentrate  initially  on  areas  of  BT  strength: 
ie.  sendee  systems 

call  centres 

sales  & marketing  systems 

although  lots  of  competition  in  Call  Centre  market  - needs  to  be  realy  cost-effecti\^e  offering 

• In  .Asia,  opportunity  seen  more  in  process  control,  accounting,  admin,  Held  sales 

• suggested  that  questiomiaire  needs  to  address  issue  for  legacy  systems. 

ie.  does  the  solution  need  to  be  fiilly  integrated  with  existing  systems  or  replace . stand  alone? 

• prolit  margins  not  high  enough  to  justily  risk  of  large-scale  integration  with  legacy  systems? 

• Other  possible  questionnaire  questions: 

NC  implementations  plaimed  in  near  fliture'.^ 
attitude  to  consultancy 


2 year  break-even  in  Business  Case;  seen  as  becoming  similar  size  business  to  Concert 
in-house  pilot  under  way  in  Wandngton  (NC  telesales  operation) 

Input  to  talk  to  Paul  \Miite  (re  call  centre  issues)? 

B T interested  in  potential  companies  to  buy  out  invest  in  or  de\'elop  relationships  with  (not  just  in 
UK) 
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Strategix  Solutions 

# 

Proportion  of  Divisional  Revenue 

"Strategix  Solutions  has  built  up  an  enviable  track  record  by  providing  a 
realistic  approach  to  solving  the  business  needs  of  customers.  This  not  only 
includes  supplying  excellent  market-driven  products,  but  also  top  quality 
implementation,  consultancy  and  customer  care  services.  With  the  ongoing 
dynamic  business  growth  in  our  key  niche  markets,  the  breadth  of 
STRA  TEGIX  and  its  worldwide  installed  base,  we  will  continue  to  thrive  in 
the  foreseeable  future. " 


Keith  Stonell,  Managing  Director, 
TIS  Software  Limited 


"Strategix  is  number  1 in  our  view,  firstly  because  of  its  flexibility  and 
integration,  and  secondly  because  it  is  supported  by  its  author,  Strategix 
Solutions,  who  are  part  of  the  £300  million  Misys  Group.  We  believe  that 
Strategix  will  continue  to  grow  and  adapt  to  our  business,  providing  the 
systems  to  meet  the  requirements  of  all  Preview's  operating  units  well  into  the 
future. " 


Bill  Bowell,  Commercial  Director, 
Preview  Data  Systems  Ltd 

About  Strategix  Solutions 


Strategix  Solutions  designs,  builds  and  supports  the  STRATEGIX  packaged 
multi-user  software  suite  of  products:  a highly  flexible  solution  supporting 
financial  accounting,  distribution,  project  accounting  and  service  management 
to  international  customers. 

The  Strategix  strategy  is  to  provide  top  quality,  industry  focused  business 
systems  solutions  based  on  a client/server  open  systems  philosophy.  The 
company’s  record  of  success  is  due  to  market-driven  products  and  excellent 
implementation,  consultancy  and  customer  care  services. 

Founded  in  1981,  Strategix  is  an  operating  division  of  TIS  Software  and  was 
formed  as  a result  of  the  merger  of  three  well  established  computing 
companies:  BOS  Software;  TIS  Applications;  and  Team  Systems  Group  Ltd. 
Strategix  has  its  headquarters  in  Bourne  End,  Buckinghamshire,  with  another 
office  in  the  City  of  London. 

The  Marketplace 


STRATEGIX  is  designed  as  a complete  business  solution  for  companies 
which  distribute  goods  in  high  volumes.  Depending  on  their  industry. 
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STRATEGIX  users  face  the  business  issues  associated  with  either  very  high 
stock  holding  (as  in  electronic  components)  or  very  low  stock  holding  (as  in 
IT  distribution).  In  either  case,  STRATEGIX  provides  the  necessary  inventory 
control  and  sales  order  management  programs  necessary  to  deliver  optimum 
order  fulfilment.  The  sales  order  processing  system  manages  back-to-back 
orders,  direct  delivery  orders,  scheduled  orders  and  call-oflF  orders,  as  well  as 
a normal  high  volume  telesales  order  entry  mechanism. 

Strategix  Solutions  sees  its  marketplace  as  being  high  volume  distribution 
companies  in  general.  Within  this  sector  there  is  a high  degree  of 
specialisation,  and  a major  part  of  the  Strategix  client  portfolio  is  in  the 
electronics  sector  including  IT  companies,  electronic  component  companies, 
communications  companies  and  instrumental  process  control  companies. 

The  general  electronics  and  IT  sector  has  been  growing  very  rapidly  for  the 
past  few  years.  For  example,  at  certain  stages,  semiconductor  distributors 
were  seeing  annual  growth  rates  of  up  to  40%.  The  market  should  continue  to 
grow  at  a pace  that  will  provide  new  opportunities  for  Strategix.  In  addition, 
the  growing  tendency  towards  consolidation  for  companies  in  this  sector 
means  that  the  number  of  opportunities  at  the  upper  end  of  the  market  should 
continue  to  grow. 


Market  Share  and  Prospects 


Strategix  Solutions  is  a dominant  player  in  the  provision  of  IT  solutions  for 
mid-sized  distribution  companies  in  its  chosen  UK  sector  and  now  has  an 
installed  base  for  STRATEGIX  of  well  over  200  businesses.  This  should 
continue  to  grow  with  greater  penetration  of  electronics  niche  markets  and 
with  the  development  of  software  products  to  achieve  penetration  in  other 
sectors.  STRATEGIX  is  now  one  of  the  most  functionally  rich  suites  of 
software  available  in  its  marketplace  and  an  ongoing  R&D  programme  is 
designed  to  ensure  it  maintains  this  position. 

STRATEGIX  also  enjoys  international  success.  The  suite  is  available  in  a 
number  of  European  languages  and  is  currently  being  implemented  in 
countries  including  France,  Italy,  Germany  and  Spain. 

Key  Products  and  Services 

Launched  in  1991,  STRATEGIX  is  targeted  at  medium  to  large  companies 
requiring  functional  and  flexible  software  to  manage  their  business.  Used  in  a 
wide  variety  of  industry  sectors,  STRATEGIX  has  had  particular  success  in 
markets  including  electronics,  telecomms,  computers,  instrumentation, 
chemicals,  healthcare,  professional  services  and  capital  equipment. 
Distribution  and  logistics:  STRATEGIX  offers  a suite  of  distribution  and 
logistics  applications,  including  stock  control,  sales,  purchase  and  works  order 
processing,  EDI  and  configure-to-order.  Sales  analysis  is  provided  together 
with  modules  to  compute  landed  costs,  provide  warehouse  control  and 
forecast  purchasing  needs. 

Service  management;  STRATEGIX  manages  service  operations  through  call 
logging,  call  monitoring,  contract  administration  and  workshop. 

Financial  accounting;  integrated  modules  include  general,  sales,  purchase, 
asset  ledgers,  payroll,  and  bank  & tax.  The  system  is  suitable  for  a 
multi-company,  multi-currency,  multi-divisional  structure  and  has  a range  of 
financial  analysis  and  reporting  features. 

STRATEGIX  also  provides  comprehensive  facilities  for  the  proactive 
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management  of  accounts. 

Services: 

include  consultancy,  design,  training  and  installation.  Strategix  Solutions 
emphasises  its  commitment  to  customer  care.  There  is  also  a thriving  user 
group. 


Latest  turnover 


1«9S-1994  UM 


For  more  information... 

Strategix  Solutions  Limited,  Regatta  Place,  Marlow  Road,  Bourne  End, 
Buckinghamshire  SL8  STD,  UK 

Tel:  01628  532565 
Fax:  01628  532514 

e-mail:  100336.3356@compuserve.com 
Click  here  to  go  to  Strategix  Solutions  web  site 


Back  to  Information  Systems 


Home  Page 


Contact  Misvs 


Updated:  January  1 997 
© Misys 

Site  produced  by  Limehouse  & MarketingNet 
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SAP  Reference  Sites  in  the  UK 

Compiled  by  INPUT  10.03.97  - selected  SAP  client  list  as  at  October  1996. 


• British  Steel  ] 

• British  Rail  Jmajor  accounts 

• ICI  ] 

• Pilkington 

• Polaroid 

• Mitsubishi 

• Lever  Brothers 

• Rolls  Royce 

• Shell 

• Siemens 

• Softlab 

• Texaco 

• Boots 

• Cadbury  Schweppes 

• Grand  Metropolitan 

• BMW  Finance 

• Welsh  Water 

• Deutsche  Morgan  Grenville 

• Schwartzkopf 

• Mercedes  Benz 

• BT  Visual  and  Broadcast  Services 

In  summary,  the  SAP  client  list  consists  mainly  of  customers  in  the  manufacturing,  transportation  and 
utilities  sectors.  However,  SAP  has  stated  its  intention  to  target  the  bankng  and  finance  sector,  and 
here,  Deutsche  Morgan  Grenville  is  a ‘flagship’  customer.  N.B.  some  of  the  customers  noted  above 
are  worldwide  clients  - e.g.  Shell,  ICI  and  Mercedes  Benz.  Internally,  BT  Visual  and  Broadcast 
Services  have  implemented  the  system. 


Characterisics  of  SAP  R/2  and  R/3 

The  SAP  R/2  mainframe  operating  system  integrates  the  disparate  fimctional  disciplines  of  large 
enterprises,  e.g.  accounts,  HRM,  logistics  - previously  ‘islands  of  communication’.  Historically,  it 
was  designed  to  meet  the  needs  of  the  manufactuimg  sector,  facilitiating  amongst  other  things,  the 
shift  towards  JIT  inventory  control  techniques  with  the  process  of  assembly. 

More  recently,  SAP  R/3  has  been  developed  to  perform  the  same  functions  in  distributed  client  server 
environments.  From  recent  INPUT  research  (Feb.  1997),  an  SAP  R/3  implementation  typically  takes 
8.5  months  to  complete.  The  ratio  of  cost  of  system  to  consulting  and  support  is  typically  of  the  order 
of  1:3.5.  The  reason  for  the  high  cost  of  the  latter  is  because  the  exercise  of  implementation  often 
requires  business  process  re-engineering  (BPR).  BPR  is  both  time  consuming  and  requires  high 
calibre  consulting  personel. 
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Facsimile  cover  sheet 


To 

Chris  Bourne 

From 

Rob  Bolton 

Company 

Input 

Business  Unit 

Date 

21/2/97 

Address  PP  337 

Anzani  House 
Trinity  Avenue 

Telephone 

01753530444 

Felixstowe 
Sufolk  IPl  1 8XB 

Facsimile 

01753577311 

Telephone 

0410094017 

Number  of  pages  i . . 

including  cover  sheet  ! If- 

Facsimile 

01394673723 

Chris, 

Please  find  to  follow  the  briefing  information,  as  discussed. 
Yours  Sincerely 


Rob  Bolton 
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TtiU'phone  (01394) 

[nteroational  +44  1394 
Fai-'simile  (01394) 

Internation*!  +44  1394 


PP337 

Anzani  House 
Trinity  Avenue 
Felixstowe 
Suffolk 
IP  1 1 8XB 


21  February  1997 


Dear 


Thank  you  for  the  prompt  return  of  the  confidentiality  document.  As  discussed,  please 
find  attached  the  full  proposition  description  and  market  research  brief 

By  Wednesday  26  February,  we  require  a response  from  you  that  details  the  following: 

1)  Research  plan,  detailing  the  information  you  can  provide,  research  methods  and 
information  sources. 

2)  Timescales  for  each  individual  piece  of  information. 

3)  Breakdown  analysis  of  the  costs. 

4)  Confirmation  of  your  ability  to  deliver  your  proposal  in  the  required  timescales. 

Steve  Holt  and  myself  would  like  to  view  your  proposal  in  London  on  Wednesday.  1 
will  speak  to  you  on  Monday  to  finalise  the  arrangements. 

We  intend  to  evaluate  all  the  supplier  tenders  by  Friday  26  and  will  inform  you  of  the 
outcome  that  day. 

If  you  have  any  queries,  please  do  not  hesitate  to  contact  me. 

Yours  Sincerely 

Rob  Bolton 

Tao  Marketing  Manager 


Anzani  House,  Trinity  Avenue.,  FKIiXSTTOWTi.  Suffolk  IFll  8XB 
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Project  Tao 


Marketing  Proposition,  outlining  the 
information  requirements  for  market 
research  companies. 


Authors:  Robert  Bolton 

David  Simpkins 


Authorised:  Peter  Moldram 


Date: 
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Document  001  COMMERCIAL  IN  CONFIDENCE 

Marketing  Proposition 


Proposition  1 - Full  Business  Integration 

BT  has  recently  completed  an  internal  systems  integration  development  which  has  involved  the 
implementation  of  customer  centric  applications  to  improve  Customer  Sen/tee  operaUons  and  reduce 

cost. 


These  developments  have  been  dnvcn  by  a number  of  technologies  which  wc  believe  arc  genera  y 
changing  the  way  corporations  will  approach  their  enterprise  solutions  and  evolution  of  distributed 
applications.  We  therefore  believe  there  is  a global  market  for  BT  to  provide  generic  business 
solutions.  The  project  codename  designated  to  this  opportunity'  is  "Project  TAO 


Bach  solution  is  defined  by  a reuseablc  template,  which  can  be  tailored  to  meet  individual  customer 
requirements. 


Driver  technologies: 

The  solutions  market  is  being  driven  by  changes  in  technology: 


• Customer  centnc  applications 

• New  client/server  applications  front  ending  either  legacy  data  systems  and/or  legacy  transaction 
systems 

• Thin  Client  and  NC  technology 

• Java  applications 

• Corporate  Intranets 

• Inter  company  Extranets 

• Integrated  Call  Management  Centre  Applications 
Business  Problems  to  be  Solved 


• The  relatively  low  level  of  productivity  and  high  cost  structure  of  IT 

• Data  and  legacy  applications  cannot  be  replaced  r^idiy 

. Need  cheaper  more  flexible  methods  of  adding  functional  value  to  legacy  applications,  without  the 
need  for  on  going  develop  to  those  systems 

• Poor  information  flows  within  organisation 

• Business  processes  cannot  be  changed  quickly  (when  wholesale  changes  to  legacy  systems  are 

necessary’)  • u u 

• Poor  communications  with  customers  and  suppliers.  Cost  of  contact  with  these  parties  is  high. 

• Existing  call  centres  are  expensive  and  do  not  maximise  the  customer  services  function. 

• Mobile  workers  are  costly  and  difficult  to  schedule  and  monitor. 

More  Background 

Working  with  partners,  BT  will  deliver  packaged  solutions  to  address  all  or  if  required  some  of  the 
selected  problems  shown  above. 

Unlike  classic  systems  integration,  the  proposition  is  seeking  to  build  on  business  processes  ^d 
minimise  the  amount  of  new  software.  It  will  do  this  by  preserving  as  much  legacy  system  as  possible, 
adding  layers  of  integration  to  data  and  transactions;  thin  client/server  network  and  software  to 
improve  business  performance. 
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Tao  Proposition  1:  Full  Integration  Model 


Router  Router 


BBS  Integration 


♦Hardware  Independence  global  networking  ^Business  Analysis 

♦BT  Portfolio  Products  capability  ♦Process  Design 

♦Functional  Apps 

♦Tool  Kit 

♦Training  / Consult. 
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Tao  Proposition  2 (SME) 

Router  Router 


Thin  Client 
♦NC  ♦LAN 
♦PC 
♦MAC 


♦BT  Internet 

♦Mobile 

♦KX 


Database  / 
Application 


Server 


♦Hardware  Independence  ♦BT  global  networking 
♦BT  Portfolio  Products  capability 


♦Subscription 
♦Training 
♦Maintenance 
♦Data  Management 
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Marketing  Proposition 

The-  solutions  in  this  proposition  fit  midway  between  shrink  wrapped  systems  and  bespoke  systems 
integration. 

Optional  components  of  a template  are: 

• Business  analysis 

• Problem  defined  in  business  processes 

• Integrated  design  which  preserves  as  far  as  possible  investment  in  existing  systems,  data  and 
software. 

• New  distributed  client  applications  using  Java  based  thin  clients,  (NC,  PC,  MAC)  and 
reusable  software  packages. 

• Seamless  client  applications  integrated  through  middleware  to  legacy. 

• Deployment  of  Intranet  technology'  for  informational  and  transaction  processes. 

• Integrated  Call  Centres  applications 

• Mobile  worker  extensions 

• Integration  of  extended  enterprise  transactions  for  customers,  partners  and  suppliers,  (zero 
touch  working) 

Segmentation  and  Applications 
See  Tao  Segmentation  Cube 
Professional  Support  Services 

The  proposition  will  be  backed  up  with  the  following  optional  services 


• Consultancy 

• Training 

• 7*24  help  desk 

• Solution  maintenance  service  (Computers,  network,  call  centre,  software) 

Requirements 

There’s  plenty  of  data  to  underpin  the  market  for  NC,  Call  Centres,  Intranet  etc.  But  this  docs  not  help 
BT  understand  tlie  overall  market  for  a mid  range  system  integration  business. 

We  need  to  know  what  is  the  market  size  and  value  for  such  a business  in  UK,  EC,  Scandinavia,  Far 
East,  Japan  and  the  Americas  and  understand  the  size  and  type  of  company  to  be  addressed. 

How  does  the  solution  break  down  by  sector,  value  and  region  into  application  types,  and  technology 
options 

What  is  the  demand  for  our  total  solution  proposition  and  partial  solution  requirements. 
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Marketing  Proposition 


Proposition  2 - Cross  Industry  SME  Business  Applications 

The  increased  competition  in  all  sectors  of  the  SME  market  means  that  cost  effectiveness  of  the 
business  provides  competitive  advantage.  The  high  purchase  and  life  costs  of  computer 
liardware/software,  together  with  the  trend  to  increase  processing  power  needed  to  run  new  expensive 
software  releases  has  created  a business  opportunity  for  BT. 

This  opportunity  entails  a network  centric  service  that  can  provide  SME’s  with  the  opportunity  to  pay 
for  the  use  of  business  applications  and  office  automation  (on  a subscription  basis)  by  down  loading 
java  enabled  applets  via  BT’s  extensive  network.  Additionally,  SME’s  could  take  delivery  of  a thin 
client  / server  based  solution,  where  the  customer  prefers  to  operate  tlie  end  to  end  service  themselves. 

Use  of  BT  internal  business  processes  and  systems  to  provide  billing,  ordering  and  call  centre 
capabilities  to  reduce  the  cost  of  internal  processes. 

The  new  .services  ofiered  arc  shrink-wrapped  business  applications/office  automation  which  can  be 
accessed  or  downloaded  via  BT’s  network  and  run  on  a java  enabled  thin  client  or  NC. 

Definition  of  SME  market  place 

• BT  number  of  lines  to  the  premises  (5  -50  lines) 

• £6m  revenue  / turnover 

• Number  of  employees  ( 1 0 - 1 00) 

• Not  directly  account  managed 

• Number  of  PCs  owned?  (10  - 100) 

Driver  technologies 

• Thin  Client  and  NC  technology 

• Java  applications 

• Growth  and  adoption  of  the  mtemet 

• Growth  & adoption  of  ISDN  / advanced  networks 

• Increasing  capability  of  peripheral  hardware 

Business  Problems  to  be  Solved 

• High  life  cost  of  PC  ownership  (Hardware  & Office  Automation  Software) 

• SME  business  systems  ‘Information  islands’ 

• Constant  race  to  upgrade  to  latest  releases  of  software 

• Constant  need  to  upgrade  hardware  to  cope  with  the  latest  releases  of  software 

• PC's  operate  in  ‘Information  islands’ 

No  information  flow  or  No  LAN  Capabilities  (Internet  access  & E-Mail) 

• High  purch2ise  cost  of  specialists  business  i^jplications/software/hardware 

• No  customer  driver  databases  / information 

High  cost  of  internal  manual  processes.  E.g.  Billing,  order  handling. 

More  Background 

Working  with  partners,  BT  will  deliver  packaged  applications  to  address  all,  or  if  required  some  of  tire 
selected  problems  show'n  above 
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Marketing  Propoaition 


The  profit  opportunities  for  BT  in  this  market  are  as  follows:- 

• Rental  of  specialist  software/applications  to  the  SME  market 

• Increased  network  revenues 

• Increased  sale  of  BT  portfolio  products 

• Related  Services 

• Consultancy 

• Training 

• Maintenance  & Support 

• Data  Management  on  BT  server  farm 

• Developing  tools  to  enable  specialist  system  solutions,  tailored  to  the  needs  of  individual 
customers. 

Optional  components  of  a product  template 

• General  office  automation  software  download. 

Business  function  packages  available  on-line:- 

• Accounting/Billing 

• Inventory  Management 

• Payroll 

• Employee  databasc/rocords 

• Distribution/Logistics 

• Information  retrieval 

• Call  centre  application 

• Customer  account  management 


Dedicated  Support  Services 

• Business  analysis  / Consultancy 

• Training 

• Data  Management 

• Helpdesk 

• Maintenance  & support 

Requirements 

BT  needs  to  understand  horizontal  market  for  the  business  applications/  packages  mentioned.  (Market 
Values  & Sizes,  Key  Players.)  This  should  be  done  by  individual  country;  EC,  Scandinavia, 
Singapore,  Australia,  Japan  & Korea. 

Identify  industry  “application/softwarc  clusters"  required  by  the  larger  end  of  the  market. 

Will  customers  buy  the  packaged  applicationsAemplates  and  at  what  price? 

Perception  of  centralised  data  management  services  - i.e.  no  control  or  flexibility 


Databasc/profile 


Sales  Order  Capture 

E-Mail,  LAN,  Net  Browser,  Web  Page 

Workforce  Scheduling 
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terprise  Thin  Client 
Distributed  App 


Full  Integration 
Model. 


Middleware 


Integration 


Server 

Application 
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INPUT 


PURCHASE  ORDER 
TEMPORARY  STAFF  REQUISITION 


To:  Personnel  From:  Oi+fU  2.  Date;  ( ‘1  cZ 

Location:  DCA  □ NJ  □ VA  □ UK  □ FR  □ 


Level  of  Temporary  Employee:  Attach  Exhibit  A of  Agreement  prior  to  submission  for  approval. 
B^udgeted  □ Not  Budgeted/Justification:  


0 Consultant  □ R.A.  (Interviewer)  □ Clerical 

Agency/Company  Name:  P^iV^cofcL  

Name:  i)Ahr/ h 

Reportinc  to:  5 Dept.: 

Date  Required:  ^ to  W “ 


Project  Name:  '7 Pro  f0-oJ^  T Code: 

Work  Description:  ^(;PPcts7  /wcT^ti  FrK.  >e^i&r\l 

J ^ Ai  yryx  X ,g  Pc^r  ^ v UFcxj  E,pr 


'tpp-  7'/!  , C''^  KjJiy'  l,  1 ! Q. 

-ro  C^t  i 

Payment: 

CONSULTANT: 

□ Temporary  Professional  Services  Agreement 

□ Independent  Contractor  Agreement 

Total  ESDs;  * <?  ' / 5 

Total  Fixed  Price  $/£  - ‘5 2^ a 

Payable  by  no. 

tasks.  Estimated  exoenses  S/£  5c.  0 

CLERICAURA: 
Total  Days/Hours: 

□ Temporary  Employment  Agreement/Letter 

□ Agency 

Rate:S/£  ber 

Total  Cost:  $/£ 

to  maximum  of;  $/£ 

□ Open  Contract  for  anticipated  additional  projects/Exhibit  As  (not  to  extend  beyond  December  31) 

□ Additional  Exhibit  A attached  for  current  Contract 


Requisition  Approvals: 

Unit  Manaaer: 

Date: 

V.P.  Admin.: 

. Date: 

President: 

Date: 

PEH  18<V01 

□ Personnel/Admin.  □ Accounting  □ Branch: a® 


Research  Proposal  to  Support 
BT’s  TAO  Propositions 


1.0  Background 

The  Tao  Marketing  Propositions  represent  a multi-million  pound  investment  for  BT  due  to  high 
growth  prospects.  The  propositions  may  represent  the  flagship  products  for  BT  in  the  commercial 
sector. 

To  support  the  propositions,  BT  requires  two  distinct  Bespoke  Research  Projects  to  be  undertaken. 


2.0  Market  Research  Requirements 

The  requirements  as  listed  are: 

2.1  Proposition  One 

• To  evaluate  the  overall  market  for  a mid-range  system  integration  business 

• To  assess  the  market  size  in  the  UK,  EC,  Scandinavia,  Far  East,  Japan  and  the  Americas 

• To  understand  how  the  solution  breaks  down  by  sector,  value  and  region  into  application  types  and 
technology  options 

• To  size  the  demand  for  the  BT  total  solution  proposition  and  partial  solution  requirements. 

2.2  Proposition  T\«o 

• To  understand  the  horizontal  market  for  business  applications/packages  for  SME’s  in  the  UK,  EC, 
Scandinavia,  Singapore,  Australia,  Japan  and  Korea 

• To  identify  industry  “application/software  clusters”  required  by  the  larger  end  of  the  market 

• To  establish  whether  customers  will  buy  the  packaged  application  templates  and  at  what  price? 

• To  understand  the  perception  of  centralised  data  management  services  - i.e.  no  control  or 
flexibility. 

3.0  Scope  of  Study 


Given  that  large  customer  organisations  are  structured  differently  to  smaller  business  operations 
INPUT  proposes  to  respond  to  the  two  markets  differently.  Market  research  questionnaires  aimed  at 
large  organisations  would  be  targeted  at  IT  Managers,  whilst  questionnaires  aimed  at  SME’s  would 
typically  be  targeted  at  proprietors  and  Managing  Directors. 

Because  of  the  short  timescale  INPUT  proposes  to  restrict  the  survey  to  the  following  countries. 
These  countries  have  been  selected  after  consultation  with  BT  staff  connected  with  the  project.  BT 
sees  75%  of  revenues  for  these  products  coming  from  Europe: 

• United  Kingdom 

• France 

• Germany 

• Netherlands 

• Sweden 
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The  first  three  countries  were  selected  as  the  leading  economies  in  Europe  by  GDP,  the  latter  two 
because  INPUT  believes  they  are  well  recognised  as  early  adopters  for  the  technologies  in  question 
and  would  represent  a suitable  testing  ground  for  early  adoption  of  new  IT  technology. 

We  have  also  evaluated  our  capacity  to  analyse  vertical  markets  within  the  constraints  of  the  revised 
research  budget  and  the  programme  time.  Given  the  relatively  small  sample  sizes  proposed  in  this 
research,  it  would  not  be  possible  to  provide  statistically  valid  quantitative  analysis,  as  Chris  Harris 
alluded  to  in  his  telephone  call  with  Stephen  Holt  (28.2.97).  However,  subject  to  further  discussion 
with  BT,  we  propose  to  provide  consulting  advice  as  to  the  degree  of  attractiveness  of  each  segment. 
This  information  will  be  based  on  INPUT’S  understanding  of  the  IT  software  and  serv  ices  industry 
and  derived  from  existing  research. 

4.0  Research  Methodologies 

The  proposed  method  is: 

1.  Conduct  intelligent  analysis  of  existing  INPUT  data  relating  to  NC  uptake,  Helpdesk  serv  ice 
opportunities,  opportunities  in  Internet  and  Intranet  Application  Management  and  Intranet 
Integration  Services  opportunities.  This  will  identify  areas  requiring  further  research.  This 
information  exists  in  the  reports  from  INPUT  research  programmes  including  Customer  Services, 
Internet/  Intranet  and  Call  Centre  Management  (Outsourcing) 

2.  Produce  questionnaires  and  eonduct  telephone  interviews  with  representatives  of  user 
organisations  in  the  countries  outlined  who  are  knowledgeable  about  application  management 
potential 

3.  Analyse  data  from  interviews  ineluding  market  sizing  and  forecasting,  culminating  in  provision  of 
conclusions  and  recommendations 

4.  Produce  final  report  and  presentation  for  Board  Meeting  of  BT  Directors. 


5.0  Timescales 

The  timescale  for  the  project  is  short  given  the  scope  of  research.  For  this  reason,  INPUT  will 
endeavour  to  use  fast  tracking  research  techniques  and  format  the  report  in  a suceinct  style.  If  INPUT 
is  instructed  to  commence  work  on  Monday  March  1997,  delivery  can  be  achieved  by  U'  May 


1997. 

Stage 

Activity 

Time  span 

Completion  date 

Stage  1 

Initial  Analysis 

2 weeks 

\nmi 

Stage  2 

Telephone  Interviewing 

3 weeks 

7/4/97 

Stage  3 

Analysis  and  review. 

3 weeks 

lymi 

Each  stage  represents  a clear  milestone.  However  INPUT  are  keen  to  involve  BT  staff  on  a daily  basis 
to  confirm  the  project  is  progressing  satisfactorily  and  on  schedule. 


6.0  Fees 

Proposition  One 

5 countries.  30  interviews  per  country  £8,000 

Proposition  Two 

UK,  France,  Germany,  75  interviews  per  country  £12,000 
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Netherlands.  Sweden,  50  interv  iews  per  country 


£6,000 


28  man  days  of  consultant  research  @ £857  a day 


£24,000 


Total 


£50,000 


All  prices  exclusive  of  VAT  at  17.5% . 

INPUT  undertakes  to  provide  the  appropriate  personnel  to  bring  the  project(s)  in  on  time.  At  this 
stage  no  lead  contact  has  been  identified  but  will  be  drawn  from  INPUT  staff  including  Chris  Harris, 
James  Eibisch,  David  Parnell,  Andrew  Lowcock  or  Jamie  Snowdon. 

For  custom  research,  INPUT’S  payment  terms  are  50%  payment  of  the  fee  at  the  outset  of  the  contract, 
and  50%  on  completion.  Work  cannot  commence  until  initial  payment  is  made.  We  envisage  that 
nonnal  travel  and  business  e.xpenses  will  amount  to  no  more  than  10%  of  contract  value. 

If  BT  wishes  to  proceed  with  this  proposal,  please  sign  and  return  the  following  form: 
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7.0  Authorisation 


To  authorise  this  research  project  as  specified  above,  please  sign  and  return  a copy  of  this  proposal  to 
INPUT  Ltd.  at  Cornwall  House,  55-77  Slough  High  Street,  Slough,  Berks  ALl  IDZ,  United 
Kingdom. 

Authorised  by; 


BT  (sign  Below) 

INPUT  (sign  below) 

Signature 

Signature 

Name 

Name 

Title 

Title 

Date 

Date 
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